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What GAO Found  
Federal information collections include applications and other forms that 
individuals must complete to obtain federal benefits, such as food assistance, 
medical care, and cash aid. In April 2022, the Office of Management and Budget 
(OMB) issued guidance to agencies for documenting administrative burdens that 
individuals experience in submitting the required information. OMB has directed 
agencies to document these burdens in the supporting statements for each 
information collection request provided to OMB for review and approval. These 
burdens include learning, compliance, and psychological costs. 

Administrative Burdens Imposed by Information Collection Requirements for Federal Benefit 
Programs 

 
GAO reviewed supporting statements for 51 of the 8,613 approved information 
collection requests submitted to OMB between April 2022 and April 2024. These 
51 requests met the following criteria: 

• The preparing agency was a Chief Financial Officers Act agency. 

• The request set requirements that individuals and households must meet 
to obtain or retain federal benefits. 

• The agency estimated the request would impose at least 75,000 burden 
hours on the public. 

OMB’s instructions for preparing these statements do not fully incorporate OMB’s 
burden reduction guidance. For example, OMB’s instructions do not direct 
agencies to discuss potential learning or psychological costs as part of their 
statements. As a result, agencies may not be fully documenting the 
administrative burdens imposed by benefit program requirements, limiting 
transparency and potentially missing opportunities to identify and reduce burdens 
on the public. 

As of December 2024, the Departments of Agriculture (USDA) and Veterans 
Affairs (VA) and the Social Security Administration (SSA) had established offices 
for improving customer experience. These offices helped to collect data to 
monitor customer feedback. They also helped to identify solutions for reducing 
administrative burdens in support of broader efforts to improve customer 
satisfaction.  

USDA, VA, and SSA have also taken steps to integrate burden reduction 
priorities into strategic goals, strategic objectives, and performance goals 
associated with some of their largest programs and services. 

For more information, contact Yvonne D. 
Jones at jonesy@gao.gov. 

Why GAO Did This Study 
According to an estimate cited by 
OMB, eligible Americans forgo 
claiming more than $140 billion in 
federal benefits each year. They do so, 
in part, due to administrative 
burdens—the time and other resources 
expended to obtain or retain these 
benefits. Reducing such burdens can 
help reduce economic insecurity and 
improve the public’s experiences with 
federal programs, a longstanding 
priority of Congress and the executive 
branch. 

GAO was asked to review federal 
agencies’ efforts to reduce 
administrative burdens for federal 
benefit programs. This report examines 
selected federal agencies’ efforts to (1) 
implement OMB guidance for reducing 
administrative burdens, (2) support 
burden reduction efforts, and (3) 
integrate burden reduction priorities 
into their performance management 
activities. 

GAO compared nine federal agencies’ 
information collection requests to 
OMB’s burden reduction guidance and 
documentation instructions for 
agencies. GAO also compared 
performance management 
documentation developed by three 
selected federal agencies that 
administer three of the largest federal 
benefit programs—USDA, SSA, and 
VA—to relevant OMB guidance. GAO 
interviewed officials at OMB and the 
three selected agencies about their 
burden reduction efforts. 

What GAO Recommends 
GAO recommends that OMB update its 
supporting statement instructions to 
fully incorporate all elements of its 
burden reduction guidance. OMB did 
not provide comments.  
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441 G St. N.W. 
Washington, DC 20548 

April 21, 2025 

Congressional Requesters 

According to a 2023 estimate cited by the Office of Management and 
Budget (OMB), eligible Americans forgo claiming more than $140 billion 
in federal benefits each year.1 These benefits include food assistance, 
medical care, and cash aid. OMB has reported that unclaimed benefits 
increase material insecurity and make it harder for families to climb out of 
poverty. These benefits go unclaimed, in part, because individuals 
attempting to obtain or retain them experience administrative burdens. 
Such burdens include financial expenses and the “time tax”—the time and 
effort to learn about and meet program requirements. 

OMB reported that the public spent an estimated 10.5 billion hours 
attempting to complete federal information collections in fiscal year 2023. 
Applications and other forms for federal benefit programs make up a large 
proportion of these collections. In April 2022, OMB issued guidance to 
agencies on how to identify opportunities to reduce burdens experienced 
by individuals in meeting information collection requirements for benefit 
programs.2 

Improving customers’ experiences with federal programs has been a 
longstanding priority of Congress and the executive branch. The 
President issued Executive Order (EO) 14058 in December 2021, 
directing the heads of federal agencies to take a variety of actions to 
improve public customers’ experiences with federal programs and 
services.3 Through EO 14058, the President further directed federal 
agencies to integrate customer experience (CX) priorities into their 
performance management activities, among other provisions. Agencies’ 
efforts to implement EO 14058’s CX directives can help them to establish 
burden reduction as long-term priorities. 

 
1Matthew Desmond, Poverty in America (New York, NY: Crown Press, 2023), 241. 

2Office of Management and Budget, Improving Access to Public Benefits Programs Through the 
Paperwork Reduction Act, M-22-10 (Washington, D.C.: April 13, 2022).   

3Executive Order 14058, Transforming Federal Customer Experience and Service Delivery to Rebuild 
Trust in Government, 86 Fed. Reg. 71357 (Dec. 16, 2021). The EO defines customer experience as 
the public’s perceptions of and overall satisfaction with interactions with an agency, product, or 
service. 

Letter 
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You asked us to review federal agencies’ efforts to reduce administrative 
burdens for federal benefit programs under EO 14058 and its 
implementing guidance. This report examines the extent to which (1) 
federal agencies have implemented OMB’s information collection request 
(ICR) guidance to reduce administrative burdens associated with federal 
benefit programs; (2) selected agencies have taken actions to support 
burden reduction efforts for federal benefit programs; and (3) selected 
agencies have integrated burden reduction priorities for federal benefit 
programs into their performance management activities. 

For our first objective, we identified 8,613 approved ICRs submitted to 
OMB from when it issued its guidance in April 2022 to April 2024. Of 
these 8,613 ICRs, we focused our review on the 51 ICRs, submitted by 
nine agencies, which met the following criteria: 

• the preparing agency was a Chief Financial Officers Act of 1990 (CFO 
Act) agency; 

• the ICR set requirements that individuals and households must meet 
to obtain or retain federal benefits; and 

• the preparing agency estimated the ICR would impose at least 75,000 
burden hours on the public.4 We used a 75,000 burden hours 
threshold for our analysis to focus our review on ICRs that impose 
higher administrative burdens on the public. ICRs that met this 
threshold accounted for 99 percent of all burden hours imposed by 
ICRs related to obtaining or retaining federal benefits. 

We reviewed supporting statement documentation for each of the 51 
ICRs to assess whether each ICR fully addressed three selected 
elements of OMB’s M-22-10 burden reduction guidance. These elements 
summarize the OMB guidance provisions relevant to burden analysis. 
They address documenting (1) the full range of administrative burdens 
that individuals may experience in meeting the ICR’s information 
collection requirements, (2) the extent to which certain groups of 
individuals may experience higher burdens than others, and (3) external 
engagement with the public beyond the notice-and-comment process. We 
also compared OMB’s burden reduction guidance to OMB’s supporting 
statement instructions to agencies for documenting burden analyses as 
part of agencies’ ICR submissions. 

 
4Burden reflects the total time, effort, or financial resources expended by persons to generate, 
maintain, retain, or disclose or provide information to or for a federal agency. 5 C.F.R. § 1320.3(b). 
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To understand why agencies may not have fully addressed some 
elements of OMB’s burden reduction guidance in their ICRs, we 
interviewed officials from OMB’s Office of Information and Regulatory 
Affairs (OIRA) and Paperwork Reduction Act (PRA) staff from three 
selected agencies: the Departments of Agriculture (USDA) and Veterans 
Affairs (VA) and the Social Security Administration (SSA). We selected 
these agencies because they administer three of the benefit programs 
and services with the highest obligations.5 

For our second and third objectives, we focused our work on the USDA, 
VA, and SSA benefit programs and services with the highest fiscal year 
2022 obligations: USDA nutrition assistance programs administered by 
the Food and Nutrition Service, such as the Supplemental Nutrition 
Assistance Program (about $121 billion); VA health care services 
administered by the Veterans Health Administration (about $109 billion); 
and SSA’s Supplemental Security Income (about $60 billion) and Social 
Security Disability Insurance programs (about $142 billion). 

For our second objective, we interviewed PRA and CX staff at our 
selected agencies about their efforts to support initiatives to identify and 
reduce administrative burdens as of December 2024.6 We focused on 
efforts relevant to the prioritized programs and services. We reviewed 
agency documentation of these efforts, where available. 

For our third objective, we reviewed USDA, VA, and SSA performance 
plans, performance reports, and quarterly agency priority goal reports 
prepared in fiscal year 2024. We used this documentation to identify 
performance management activities related to reducing administrative 
burdens for some of the largest benefit programs and services offered by 
these agencies, as identified above. These activities included strategic 
goals, strategic objectives, and performance goals. We then assessed the 
extent to which documentation for each identified performance 
management activity incorporated selected elements from OMB’s Circular 
A-11 guidance. These elements reflect information that agencies should 

 
5Where obligations data were unavailable, we instead used outlays data. 

6Subsequently, the heads of some federal agencies have taken steps to reorganize their agencies in 
response to new administration priorities. See Executive Order 14210, Implementing the President’s 
“Department of Government Efficiency” Workforce Optimization Initiative, 90 Fed. Reg. 9669 (Feb. 
14, 2025). This report does not examine how such reorganizations may affect burden reduction 
efforts at our selected agencies. 
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include in their annual reporting on performance management activities.7 
We focused our analysis on the 19 guidance elements that we identified 
as important to agencies’ efforts to achieve progress toward their 
missions and to communicate that progress. We interviewed agency 
officials about potential gaps in agencies’ performance management 
documentation. We also interviewed officials about their agencies’ efforts 
to integrate burden reduction priorities into the individual performance 
plans for senior executives. For more detail on our scope and 
methodology, see appendix I. 

We conducted this performance audit from December 2023 to April 2025 
in accordance with generally accepted government auditing standards. 
Those standards require that we plan and perform the audit to obtain 
sufficient, appropriate evidence to provide a reasonable basis for our 
findings and conclusions based on our audit objectives. We believe that 
the evidence obtained provides a reasonable basis for our findings and 
conclusions based on our audit objectives. 

 

Federal information collections refer to any instance where a federal 
agency obtains, solicits, requests, or requires the disclosure of data from 
the public, including from individuals, businesses, or organizations.8 
Information can be collected using forms, surveys, and recordkeeping 
and disclosure requirements. Applications and other forms for benefit 
programs, such as those providing food assistance, medical care, and 
cash aid, make up a large proportion of federal information collections. 

The Paperwork Reduction Act of 1980, as amended, governs how 
agencies collect information from the public.9 Under the PRA, when 
seeking approval for an information collection, an agency generally must 
provide a 60-day notice in the Federal Register that provides important 

 
7Office of Management and Budget, Circular No. A-11: Preparation, Submission, and Execution of 
the Budget (Washington, D.C.: Aug. 10, 2023). For a full list of selected guidance elements included 
in our analysis, see appendix IV. 

8Information collection means the obtaining, causing to be obtained, soliciting, or requiring the 
disclosure to third parties or the public, of facts or opinions by or for an agency, regardless of format, 
calling for answers to identical questions posed to, or identical reporting or recordkeeping 
requirements imposed on, 10 or more persons, or answers to questions posed to agencies, 
instrumentalities, or employees of the United States which are to be used for general statistical 
purposes. 44 U.S.C. § 3502(3). 

9Pub. L. No. 96-511 (1980), codified at 44 U.S.C. §§ 3501 et. seq. 

Background 
Process for Developing 
Federal Information 
Collections 
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details about the proposed collection and provides the public with the 
opportunity to comment.10 For information collections that are associated 
with proposed rules, the agency can meet this requirement through its 
notice of proposed rulemaking. Once the comment period is over, the 
agency considers any comments received and updates the proposed 
information collection, as needed. The agency then publishes a second 
notice in the Federal Register and submits an ICR to OMB for approval.11 
Within OMB, OIRA is responsible for reviewing and approving submitted 
ICRs. Agencies generally must resubmit existing ICRs that are still 
necessary to OMB for reapproval every 3 years.12 These procedures are 
generally referred to as the standard clearance process. 

The PRA requires agencies to analyze the potential burdens that their 
information collections will impose on the public if approved. To carry out 
this requirement, OMB guidance directs agencies to document their 
burden analyses as part of their ICR submissions, including in the 
supporting statements that agencies provide to OMB for review. OMB 
uses agencies’ responses in the supporting statement to understand the 
proposed collection’s purpose and practical need, as well as to assess 
agencies’ efforts to avoid imposing excessive burdens on the public (see 
fig. 1 for an example of this process). 

 
1044 U.S.C. § 3506(c)(2). With OMB approval, an agency may avoid publication of notice in the 
Federal Register if the agency determines the information collection is needed before the expiration 
of the time period, and public harm is reasonably likely to result if normal procedures are followed, an 
unanticipated event has occurred, or the use of normal clearance procedures is reasonably likely to 
prevent or disrupt the collection of information.  44 U.S.C. § 3507(j). The Federal Register is the 
federal government’s official daily publication for rules, proposed rules, federal agency notices, and 
presidential documents. 

1144 U.S.C. § 3507(a).   

1244 U.S.C. § 3507(g); 5 C.F.R. § 1320.10(b). 

Burden Analysis 
Requirements and 
Guidance 
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Figure 1: Illustrative Example of Agencies’ Efforts to Analyze Administrative Burdens for Information Collections 

 
 

Through EO 14058, issued in December 2021, President Biden directed 
the head of OIRA to coordinate with relevant interagency councils to 
develop guidance for agencies to identify specific steps to reduce 
information collection burdens on the public. The EO states that reducing 
burdens can enhance the public’s access to programs and services 
administered by those agencies. In April 2022, OMB issued its M-22-10 
guidance to assist agencies in carrying out the goals of the EO. The 
guidance, along with OMB’s subsequent memo reviewing strategies for 
reducing administrative burdens, directed federal agencies to ensure that 
their ICR supporting statements discuss the full range of costs—learning, 
compliance, and psychological—experienced by members of the public in 
completing information collections, with an emphasis on how some 
groups may experience higher costs than other groups.13 (see fig. 2) 

• Learning costs. Resources expended to learn about a program, its 
eligibility requirements, and how to comply with those requirements. 

 
13In addition to the learning, compliance, and psychological costs that individuals may face in 
meeting information collection requirements for obtaining or retaining federal benefits, individuals may 
also face costs using federal benefits or services once approved. These burdens are sometimes 
referred to as redemption costs. See Office of Management and Budget, Strategies for Reducing 
Administrative Burdens in Public Benefit and Service Programs (Washington, D.C.: Dec. 15, 2022). 
Redemption costs are outside the scope of OMB’s M-22-10 burden reduction guidance. Our review of 
selected of ICRs therefore does not address these costs. 
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• Compliance costs. Resources expended to comply with program 
application, certification, or recertification requirements, including 
filling out paperwork and producing documentation.14 

• Psychological costs. Cognitive load, discomfort, or stress 
experienced attempting to comply with requirements. 

Figure 2: Examples of Burdens Experienced by Individuals in Meeting Information 
Collection Requirements for Federal Benefit Programs 

 
 

OMB expects agencies to consult with groups external to the federal 
government beyond required notices in the Federal Register and to 
document their efforts. OMB states that such consultation can include 
outreach to program applicants and participants, subject matter experts, 
advocacy groups, and front-line staff outside the federal government who 
help administer the programs. OMB states that this documentation should 
include an explanation for how these consultations led the agency to 
update their information collections and burden analyses, if at all. 

 
14OMB describes compliance costs in Office of Management and Budget, Strategies for Reducing 
Administrative Burdens in Public Benefit and Service Programs. 
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Federal agencies may also develop information collections to better 
understand the administrative burdens that program requirements impose 
on their customers. For example, agencies may develop surveys to 
collect information on the public’s experiences with a program’s 
application process. OMB has stated that the time needed to obtain 
approval through the PRA’s standard clearance process described above 
can sometimes deter agencies from developing such information 
collections. To address this issue, OMB has issued guidance to agencies 
that identifies opportunities to use exemptions from the standard PRA 
clearance process.15 These opportunities include the use of OMB’s 
generic clearance process. They also include situations where agencies 
intend to make only non-substantive or de minimis changes to existing 
information collections. 

Through its M-22-10 guidance, OMB reiterates the importance of OMB’s 
generic clearance process.16 At the time OMB issued its guidance, most 
but not all of the CFO Act agencies had generic clearances for collecting 
customer feedback.17 The initial plan would need to go through the 
standard notice and comment process, but the agency would not need to 
seek further public comment on each specific information collection that 
falls within the plan. Instead, the agency would only obtain OMB approval, 
subject to the terms of the generic clearance developed during the prior 
OMB review. Generic clearances are appropriate when agencies can 
determine the need and usefulness of information collections in advance 
but cannot yet determine their details. Most generic clearances cover 
information collections that are voluntary, low-burden, and 
uncontroversial. Generic clearances can help facilitate a variety of timely 
forms of public engagement, such as customer service surveys, focus 
groups, semi-structured interviews, and pre-testing. 

 
15Office of Management and Budget, “Flexibilities Under the Paperwork Reduction Act for 
Compliance with Information Collection Requirements” (Washington, D.C.: July 2022, 2016).  

16A generic clearance is an OIRA approval of a plan for conducting more than one information 
collection using very similar methods. OMB, “Flexibilities Under the Paperwork Reduction Act for 
Compliance with Information Collection Requirements.” OMB Circular A-11 also directs the subset of 
agencies that have been designated as High Impact Service Provider to each develop their own 
generic clearances. OMB specifies that such clearances may be developed at the department level 
rather than at the component agency level. 

17To enable agencies to more easily engage with customers by conducting customer research and 
making use of voluntary customer feedback, OMB encourages all agencies to maintain and use the 
generic clearance process. 

Use of OMB’s Generic 
Clearance Process for 
Burden Analysis 
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OMB’s M-22-10 guidance encourages agencies to empower staff to 
identify and support burden reduction opportunities, where appropriate. 
The guidance identifies PRA staff and officials responsible for overseeing 
Enterprise Risk Management efforts as potential advocates for reducing 
burdens.18 However, agencies may also develop specific teams dedicated 
to improving CX, including through reducing burdens. Efforts to reduce 
administrative burdens often require agencies to change existing 
processes, incurring costs and introducing potential risks. By providing 
staff with sufficient authority and commitment to reduce administrative 
burdens, agencies can more effectively manage such tradeoffs and 
institutionalize burden reduction as a long-term priority. 

EO 14058 further directs agencies to integrate CX priorities, as 
appropriate and consistent with applicable law, into a variety of 
performance management activities.19 These activities include strategic 
plans, annual performance plans and reports, priority goals, and 
individual performance plans for senior executives. 

• Strategic plans. At least every 4 years, federal agencies are required 
to issue strategic plans that articulate their fundamental missions and 
lay out long-term goals.20 Through these plans, agencies are required 
to set outcome-oriented strategic goals that explain how they intend to 
achieve their missions. Agencies are also required to identify strategic 
objectives that articulate specific outcomes or impacts that they intend 
to achieve through their activities. 

• Performance plans and reports. Agency performance plans provide 
the linkages between agencies’ near-term activities and their longer-
term goals. Agencies express these linkages through the 

 
18Enterprise Risk Management is an agency-wide approach to addressing the full spectrum of an 
organization’s significant internal and external risks by understanding the combined impact of risks as 
an interrelated portfolio. In July 2016, OMB issued an update to Circular A-123 requiring federal 
agencies to implement Enterprise Risk Management to better ensure their managers are effectively 
managing risks that could affect the achievement of agency strategic objectives. See Office of 
Management and Budget, Management’s Responsibility for Enterprise Risk Management and Internal 
Control, Circular No. A-123, (July 15, 2016). 

19See Exec. Order 14058. 86 Fed. Reg. 71357 (Dec. 16, 2021). In addition to these items, EO 14058 
directs agencies to integrate customer experience priorities into their portions of performance plans 
relating to human capital and resource requirements; regulatory agendas and plans; and other 
agency activities, acquisitions, and strategies that the Director of OMB determines to be appropriate 
to further implement the policy articulated in EO 14058. Our review does not focus on these other 
provisions.  

205 U.S.C. § 306(a). 

Guidance and 
Requirements for 
Institutionalizing Burden 
Reduction 
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development of performance goals.21 Performance goals are target 
levels of performance to be achieved for an activity in a given 
timeframe. Such targets are generally expressed as tangible, 
measurable objectives or as quantitative values. On an annual basis, 
agencies are required to prepare performance plans for the current 
and next fiscal year and performance reports summarizing progress 
made in the prior 5 fiscal years. 

• Agency priority goals. Agency priority goals are a subset of 
performance goals that reflect agencies’ highest priorities, as 
determined by the heads of those agencies. Agencies set targets and 
milestones and report progress for priority goals on a quarterly basis. 
Agencies develop priority goals every 2 years. 

• Individual performance plans for senior executives. Federal 
agencies are required to establish performance management systems 
that hold senior executives accountable for individual and 
organizational performance. Senior executives’ performance plans 
should be aligned with their agencies’ outcome-oriented 
organizational performance goals. 

OMB Circular A-11 provides government-wide policies and guidance for 
federal agencies to follow in preparing and reporting on their strategic 
plans, performance plans and reports, and agency priority goals. These 
policies and guidance are intended to assist agencies in implementing 
federal performance planning and reporting requirements required by the 
Government Performance and Results Act of 1993, as amended by the 
GPRA Modernization Act of 2010.22 As agencies implement EO 14058 
directives to integrate CX priorities into their performance management 
activities, successfully implementing OMB’s Circular A-11 policies and 
guidance for performance management can also help to ensure that 
these activities are effective in helping agencies achieve their intended 
results, including through reducing administrative burdens. 

EO 14058’s performance management directives build on other federal 
efforts to leverage agency planning processes to prioritize activities that 
may reduce administrative burdens. Beginning in 2018 and annually 
thereafter, OMB has directed each agency designated as a High Impact 
Service Provider (HISP) to create an annual CX action plan outlining 

 
21Government Performance and Results Act of 1993 (GPRA), Pub. L. No. 103-62, § 4, 107 Stat. 285 
(1993).  

22Pub. L. No. 103-62, 107 Stat. 285 (1993); Pub. L. No. 111-352, 124 Stat. 3866 (2011). 
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actions to improve customers’ experiences with their services.23 These 
CX actions provide agencies with opportunities to integrate burden 
reduction and CX priorities into performance management activities in 
addition to those addressed through EO 14058. 

 

 

 

 

We reviewed supporting statement documentation for 51 ICRs for federal 
benefit programs. These ICRs were developed by nine CFO Act agencies 
from April 13, 2022, to April 13, 2024, and approved by OMB. The nine 
preparing agencies estimated that each ICR would annually impose at 
least 75,000 burden hours on the public.24 The ICRs encompass 
information collections that individuals or households are required to 
complete to receive federal benefits. They include initial program 
applications and supporting documentation requirements. They also 
include agency reporting requirements that beneficiaries must meet to 
remain eligible for benefits over time, such as requirements to periodically 
provide income information or medical evidence. Generally, each ICR we 
reviewed focuses on one federal program and information collections 
relevant to that program (see fig. 3). 

 
23Office of Management and Budget, Preparation, Submission, and Execution of the Budget, Circular 
No. A-11, Sections 280 (2018). A High Impact Service Provider is a federal entity, as designated by 
the Director of OMB, that provides or funds customer-facing services, including federal services 
administered at the state or local level, that have a high impact on the public, whether because of a 
large customer base or a critical effect on those served. Exec. Order 14058, 86 Fed. Reg. 71359. 

24For more information on the criteria used to select these ICRs for review, see appendix I. 
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Figure 3: Number of Information Collection Requests GAO Reviewed, by Agency 

 
Note: GAO identified 8,613 information collection requests (ICRs) submitted to the Office of 
Management and Budget (OMB) during the two-year period following OMB’s issuance of M-22-10 in 
April 2022 that OMB subsequently approved. We then selected for analysis those 51 ICRs that are 
related to federal benefit programs and are expected to impose burdens of at least 75,000 hours per 
year. 

 

We reviewed each ICR’s supporting statement to determine how it 
addressed three selected elements of OMB’s April 2022 burden reduction 
guidance: 

• the full range of administrative burdens that individuals may 
experience in meeting the ICR’s information collection requirements; 

• the extent to which certain groups of respondents may experience 
higher burdens than others; and 

• external engagement with the public beyond the notice-and-comment 
process. 

In conducting our review, we did not assess agencies’ compliance with 
OMB’s M-22-10 guidance, including whether agencies should have more 
fully addressed certain elements in their ICR supporting statements that 
they did not. This is because OMB’s burden reduction guidance does not 
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direct agencies to address in their supporting statements what aspects, if 
any, of these elements may not be applicable to a given ICR. For 
example, the guidance does not direct agencies to identify types of 
administrative burdens that may not be relevant to an ICR when 
documenting the full range of burdens imposed by that ICR. We also did 
not assess the extent to which not fully addressing each of the three 
guidance elements may have affected the accuracy or completeness of 
agencies’ burden analyses. 

We found that most ICRs we reviewed did not fully address the three 
selected guidance elements. 

• Addressing the full range of burdens. OMB states that agencies 
should document the full range of administrative burdens—including 
learning, compliance, and psychological costs—that individuals may 
experience when attempting to meet an ICR’s information collection 
requirements. We found that agencies reported compliance costs for 
all 51 ICRs we reviewed. In addition, 10 reported psychological costs, 
and two reported learning costs (see fig. 4). 

 

Figure 4: Types of Costs Reported in Selected Information Collection Requests 

 
Note: GAO identified 8,613 information collection requests (ICRs) submitted to the Office of 
Management and Budget (OMB) during the two-year period following OMB’s issuance of M-22-10 in 
April 2022 that OMB subsequently approved. We then selected for analysis those 51 ICRs that are 
related to federal benefit programs and are expected to impose burdens of at least 75,000 hours per 
year. 
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Agencies discussed time spent completing forms for almost all ICRs 
we reviewed (48). For some ICRs, agencies reported additional 
compliance costs, such as time spent waiting for an appointment or 
interview to begin. For example, in its ICR documentation for the 
Special Supplemental Nutrition Program for Women, Infants, and 
Children (WIC), USDA estimated that applicants will spend 10 
minutes collecting documents, 20 minutes traveling to and from a WIC 
clinic, and 35 minutes being interviewed at the clinic and reading 
instructions.25 The agency also reported that—once certified to 
receive WIC benefits—individuals will need to spend an estimated 30 
minutes to pick up the WIC instrument used to purchase food.26 
Agencies quantified compliance costs for 44 ICRs. For seven ICRs, 
agencies qualitatively discussed sources of compliance costs, such as 
application forms and supporting documentation requirements. 
Agencies discussed psychological costs for ten of the ICRs. They did 
so by describing potentially sensitive questions included in the ICR. 
Others identified privacy concerns that program participants may have 
about authorizing access to certain personal information, such as 
financial data from payroll providers. 
Agencies discussed learning costs for two ICRs. For one, the agency 
did so by qualitatively discussing how an individual could learn more 
about the benefit program’s application. For the other, the agency 
quantified the estimated time that applicants would need to learn 
about a program and determine their eligibility. 

• Adversely affected groups. OMB directs agencies to use their 
burden analyses to mitigate burdens on individuals that systematically 
experience higher burdens than others in meeting information 
collection requirements. OMB also notes that analyzing burdens 
associated with adversely affected groups is consistent with the goals 
of the PRA.27 We reviewed our selected ICRs to determine how, if at 
all, agencies considered how certain groups may face adverse 

 
25WIC applicants are required to be physically present at the time of certification unless an exception 
is given. 7 C.F.R § 246.7(i). 

26Participants in state agencies with an offline Electronic Benefit Transfer (EBT) system are required 
to pick up benefits in person once every 3 months, and one of these instances corresponds to an 
annual recertification appointment. Otherwise, the state may provide issuance of benefits through an 
EBT system. 7 C.F.R. § 246.12(r)(4), (5). 

27For the purposes of this report, adversely affected groups may include, but are not limited to, 
individuals who are geographically isolated, have limited technological proficiency, have limited 
English proficiency, are disabled, or face unique burdens completing meeting information collection 
requirements that vary across state, territorial, or tribal jurisdictions. 
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challenges in completing the information collections. We identified 
only one ICR for which the preparing agency identified groups that 
may experience disproportionately higher burdens. We identified 18 
additional ICRs for which agencies documented prior steps taken to 
mitigate disproportionate burdens on some groups but not remaining 
opportunities. For example, USDA’s documentation shows that USDA 
provides its Free and Reduced Price School Meals application in 49 
languages other than English, which could reduce burdens for people 
who have limited English proficiency. 

• External consultation. OMB directs agencies to document their 
efforts to consult with groups external to the federal government 
beyond the required publication of notices in the Federal Register for 
notice and comment. OMB states that such consultation can include 
outreach to program applicants and participants, subject matter 
expects, advocacy groups, or front-line staff outside the federal 
government who help administer the programs. The guidance also 
explains that this documentation should include discussions of how 
these consultations led agencies to update their information 
collections and burden analyses. Regular consultation with the public 
during the ICR renewal process is valuable to understand how 
burdens may change over time due to demographic or technological 
changes. For example, one ICR documents how the agency worked 
with individuals to update specific forms, so they could be read with a 
particular screen reader. 
We found that agencies reported on their efforts to consult with 
external stakeholders beyond the notice-and-comment process in 17 
of the 51 ICRs we reviewed. For example, for one ICR, the 
Department of Health and Human Services documented its 
consultation with social scientists to design and conduct cognitive 
interviews concerning how people react to application questions about 
race and ethnicity. For nine of these ICRs, agencies also explained 
how they made changes or updates to their ICRs in response to these 
external consultations. For example, in its ICR for the Summer Food 
Service Program, USDA described how its consultation with state 
agencies helped shape the burden estimates for the collection. 
Thirty-four of the ICRs we reviewed did not document efforts to 
consult with external stakeholders, as directed, beyond the notice-
and-comment process. For example, in one ICR, an agency explained 
its lack of external consultation by saying that it solicited external 
comments when the form was first developed and approved by OMB 
years earlier. The agency also stated that no problems have been 
identified with its procedures since this initial consultation. 
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Agencies have not fully addressed OMB’s April 2022 burden reduction 
guidance in their ICRs for federal benefit programs partly because OMB’s 
supporting statement instructions do not fully incorporate the guidance. 
OMB reviews agencies supporting statements in determining whether 
proposed ICRs would impose reasonable burdens on the public and 
comply with other legal requirements. To facilitate its review, OMB 
requires agencies to structure their supporting statements as a series of 
responses to 18 instructions provided by OMB (see app. III). OMB’s 
instructions do not fully incorporate OMB’s burden reduction guidance 
elements in the following ways: 

• Burdens that are assessed qualitatively. OMB’s M-22-10 guidance 
states that a supporting statement should document the respondent’s 
beginning-to-end experience for completing information collections, 
including by documenting relevant compliance, psychological, and 
learning costs. The guidance further directs agencies to discuss 
learning and psychological costs through their qualitative responses to 
supporting statement instruction 2. However, this instruction does not 
relate to learning or psychological costs. Rather, it directs agencies to 
discuss how, by whom, and for what purpose an information collection 
is to be used. 

• Respondents that may be adversely affected. OMB’s M-22-10 
guidance directs agencies to use their analyses to reduce 
administrative burdens on individuals that systematically experience 
higher burdens than others in meeting information collection 
requirements. However, OMB’s supporting statement instructions do 
not instruct agencies to identify potentially adversely affected groups, 
such as non-English speakers, individuals in rural areas, or individuals 
in jurisdictions that have established unique program requirements.28 
Rather, instruction 12 directs agencies to express burden hour 
estimates as a range, if appropriate. For some ICRs we reviewed, 
agencies provided separate estimates to account for respondents who 
completed paper versus electronic forms or incurred travel costs. 
Such estimates may indicate that some groups, such as those with 
limited technological proficiency, may face higher burdens than others 
in completing an information collection. However, they do not identify 
these groups or capture the extent to which total burdens that they 
experience may be higher than those experienced by other groups. 

 
28For example, non-English speakers may face higher learning and compliance costs in learning 
about and applying for a federal benefit program if relevant resources and forms are not available in 
their primary language. 
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• Results of external engagement. OMB’s M-22-10 guidance directs 
agencies to consult at least every 3 years with groups external to the 
federal government beyond the required publication of notices in the 
Federal Register. M-22-10 also states that agencies should document 
the results of these consultations, including any corresponding 
updates made to their information collections or quantitative burden 
estimates. OMB’s supporting statement instruction 8 does note that 
agencies should consult with persons outside the agency at least 
every 3 years. However, the instruction does not direct agencies to 
document the results of these consultations. 

Officials from our three selected agencies said their agencies prioritize 
ensuring that ICRs meet requirements for OMB approval, as reflected 
through OMB’s supporting statement instructions. Some officials also 
stated that OMB’s burden reduction guidance and the supporting 
statement instructions are misaligned, and this creates uncertainty about 
how to address the guidance in their ICRs. They also acknowledged that, 
as a result, their agencies may not fully implement OMB’s burden 
reduction guidance, as shown through our review of 51 ICRs. Food and 
Nutrition Service (FNS) and SSA officials told us that their agencies have 
developed internal guidance in response to this misalignment. OMB staff 
we interviewed neither agreed nor disagreed that its burden reduction 
guidance and supporting statement instructions are not fully aligned. 

According to Standards for Internal Control in the Federal Government, 
agencies should communicate quality information externally so that those 
external entities can help agencies achieve their objectives.29 Until OMB 
updates its supporting statement instructions to more fully reflect its 
burden reduction guidance, agencies may continue to submit ICRs to 
OMB for review and to the public for comment, that do not fully 
incorporate OMB’s guidance. By not fully implementing OMB’s burden 
reduction guidance, agencies may limit the completeness and 
transparency of information available to OMB and the public for assessing 
whether the burden imposed by federal benefit programs are reasonable. 
Agencies may also be missing opportunities to identify and prioritize 
resources toward reducing those administrative burdens that would most 
benefit the public. 

 
29GAO, Standards for Internal Control in the Federal Government, GAO-14-704G (Washington, D.C.: 
Sept.10, 2014).  

https://www.gao.gov/products/GAO-14-704G
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As part of its guidance, OMB encourages agencies to use long-standing 
PRA flexibilities, particularly the generic clearance process, when 
developing information collections to better understand potential 
administrative burdens experienced by respondents. We found that all 24 
CFO Act agencies have generic clearances to collect CX information. 
Each of our three selected agencies—USDA, VA, and SSA—has multiple 
generic clearances and is using the fast-track process to obtain OMB’s 
approval for at least some information collections.30 These three agencies 
had each developed generic clearances prior to the issuance of M-22-10. 
Since then, each agency has continued to use these clearances to collect 
routine customer feedback to better understand and potentially reduce 
administrative burdens for their programs or services. 

USDA. USDA has five generic clearances relevant to its nutrition 
assistance programs. These include two department-level generic 
clearances relevant to collecting information on CX and service delivery 
across USDA. They also include three FNS generic clearances that FNS 
uses, in part, to better understand and address challenges people may 
face in accessing FNS nutrition benefits, including challenges related to 
learning about FNS programs, eligibility criteria, and how to obtain 
benefits. These include a clearance to collect CX information.31 FNS has 
expanded its use of collections covered by these three generic 
clearances over time. For example, in 2023 FNS used the fast-track 
process to receive OMB approval for an information collection intended to 
help FNS gather information about WIC participants’ experiences with 
shopping using WIC benefits. FNS has reported that it intends to use the 
results of this effort to inform its strategies for improving WIC 
beneficiaries’ shopping experiences and reducing administrative burdens 
associated with using WIC benefits. 

VA. VA has two department-level generic clearances to collect customer 
feedback relevant to VA’s delivery of health care services. VA has used 

 
30Some information collections covered by a generic clearance may be eligible for fast-track 
approval. According to OMB, information collections eligible for fast-track approval should focus on 
gathering information on the experiences and attitudes of federal customers and other stakeholders in 
relation to federal services, products, or communication materials. OMB aims to review and approve 
fast-track ICRs within 5 business days of receiving them. See OMB, “Flexibilities under the 
Paperwork Reduction Act for Compliance with Information Collection Requirements.” 

31OMB requires federal agencies designated as HISPs, including FNS, VHA, and SSA, to collect and 
report customer experience data. OMB notes that agencies have a responsibility to manage customer 
experience and improve service delivery using leading practices and a human-centered approach, 
pursuant to EO 14058. Office of Management and Budget, Preparation, Submission, and Execution 
of the Budget, Circular No. A-11, Section 280 (July 2024). 
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one long-standing departmental generic clearance to collect qualitative 
feedback from VA customers concerning the effectiveness of services 
provided by its three component agencies. VA uses a second generic 
clearance to collect customer experience information. For example, VA 
has developed an information collection under this clearance to interview 
active-duty military servicemembers, recently separated veterans, and 
family members about the transition to civilian life. VA reported that it will 
use this information to improve the usefulness of materials provided to 
servicemembers, making them more aware of resources and benefits for 
which they are eligible. These efforts could reduce learning costs that 
servicemembers face in accessing such services. 

SSA. SSA has three department-level generic clearances to collect 
customer feedback on SSA programs and services. One generic 
clearance encompasses SSA’s information collections that are eligible for 
fast-track approval. These smaller scale collections are intended to collect 
qualitative information, such as open-ended requests for customer 
feedback. A second clearance encompasses SSA’s quantitative and 
larger scale qualitative customer satisfaction surveys offered to SSA 
customers. SSA administers these surveys by telephone, by mail, and 
online. SSA uses a third generic clearance to collect customer feedback 
data, support more in-depth customer research, conduct user testing of 
services and digital products. SSA officials said the agency has 
developed collections under the third generic clearance to gather 
customer feedback on the design of SSA’s website. Officials said that 
SSA used insights from this feedback to redesign its website so that 
people attempting to access SSA benefits or services could more clearly 
identify steps that they need to complete. These improvements could help 
reduce compliance costs that individuals experience in applying for these 
benefits or services. 

According to OMB’s M-22-10 guidance, agencies are expected to identify 
both short-term and long-term initiatives to minimize administrative 
burdens on the public. The guidance further encourages agencies to 
empower staff to advocate for reducing administrative burdens. As of 
December 2024, USDA, VA, and SSA had each established a 
department-wide CX office led by an official in a dedicated CX position. 
On February 24, 2025, SSA announced the closure of its Office of 
Transformation. This office had previously overseen SSA’s CX efforts. 
According to SSA, the agency’s Office of Operations will oversee SSA’s 
CX efforts moving forward. 

Agencies Have 
Established Customer 
Experience Offices 
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As of December 2024, each CX office was taking action to facilitate its 
agency’s efforts to reduce some administrative burdens for federal benefit 
programs and services as part of its broader efforts to improve CX. These 
efforts included working with department components to understand 
burdens and collect data to make improvements to CX. The offices varied 
in terms of their maturity and scope of activities (see table 1). 

Table 1: Characteristics of Selected Agencies’ Customer Experience Offices 

Customer experience office Year established 
Fiscal year 2024 full-time 

equivalents 
Department of Veterans Affairs Veterans Experience Office  2015 312 
Department of Agriculture Customer Experience Office 2018a 8 
Social Security Administration Office of Transformationa 2023 8 

Source: GAO review of agency documentation and agency interviews.  |  GAO-25-107239 
aOn February 24, 2025, the Social Security Administration (SSA) announced the closure of its Office 
of Transformation. The Office of Transformation included SSA’s Office of Customer Experience, 
Office of Experience Design, and Office of Change Management. Each office was involved in SSA’s 
customer experience activities. SSA officials told us that the agency’s Office of Operations will 
oversee SSA’s CX efforts moving forward. 
 

Selected agencies have focused on reducing administrative burdens in 
relation to their EO 14058 directives and High Impact Service Provider 
(HISP) commitments. Each agency’s CX office had coordinated with other 
agency components to better understand some of these burdens and how 
to address them. 

• Staff from USDA’s CX office meet monthly with leadership from each 
of USDA’s six HISPs to help those HISPs reduce burdens and 
improve CX. According to agency officials, they collect and analyze 
relevant data on program beneficiaries. USDA officials said the CX 
office is beginning to expand the meetings to include USDA’s other 
component agencies. 

• In 2023, SSA’s CX office supported a cross-agency team’s efforts to 
learn about challenges, including administrative burdens, that people 
experience in trying to obtain and maintain adult disability benefits. 
For example, the team learned through interviews and focus groups 
that applicants were unprepared for the level of detail needed for an 
initial disability claims interview. This led SSA to prioritize efforts to 
better prepare applicants for these interviews, which would reduce 
compliance costs for applicants. 

• VA’s Veterans Experience Office (VEO) includes a team that has 
partnered with VA’s administrations to conduct interviews with 

Working with Components 
to Understand Burdens 
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veterans, their families, caregivers, and survivors to better understand 
these customers’ experiences and preferences in using VA services. 
According to VA, the team engages with these customers when 
evaluating existing services and when designing improvements to 
make services more accessible. 

VA’s VEO launched an enterprise-wide platform to collect high-level data 
on customers’ experiences with VA services. VEO assesses service 
effectiveness as well as veterans’ sense of ease and their emotional 
experiences with VA services.32 VEO also has responsibility for assessing 
CX data. VA officials said that VEO teams regularly meet with program 
offices to discuss potential challenges, including administrative burdens, 
identified through the team’s analysis of feedback data and potential 
solutions. 

SSA developed standardized CX surveys for major online services, 
including services for obtaining retirement and adult disability benefits. As 
of December 2024, SSA has also centralized how it collects feedback for 
major services across different interaction channels, including website, 
phone, and office interactions. SSA has previously reported that 
centralizing and standardizing its research can enable the agency to 
obtain customer feedback more quickly and help to drive faster process 
changes that can improve access to SSA benefit programs. 

USDA’s CX office is coordinating with each of USDA’s component 
agencies to implement tools for collecting customer feedback that can be 
used to better understand administrative burdens experienced by 
individuals attempting to obtain or retain benefits administered by USDA. 
By January 2024, USDA offices had coordinated to launch 10 CX 
surveys. According to officials from USDA’s CX office, all components will 
begin collecting feedback in fiscal year 2025, and the CX office will 
elevate important insights to the attention of programming components. 

VA’s and SSA’s CX offices worked to implement burden reduction 
initiatives as part of their efforts to improve CX. 

• VA.gov and VA mobile app. VEO works with component agencies 
and VA’s IT office to understand its customers’ digital service needs 
and help inform the design of VA’s website and mobile app. For 

 
32According to VA, effectiveness refers to VA’s ability to deliver benefits and care to customers’ 
satisfaction, ease refers to customers’ ready access to VA to benefits and services, and emotion 
refers to VA’s ability to deliver benefits and services in a manner that makes customers feel honored 
and valued.  
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example, Veterans can use the mobile app to message VA health 
care teams and upload documentation electronically, among other 
features. These features could help veterans access VA medical care 
more efficiently. Since its implementation in 2021, the mobile app has 
been downloaded more than 2 million times and received high 
customer satisfaction scores from its users, according to VA. 

• SSA electronic signature and upload documents initiative. SSA 
officials told us that SSA began an initiative in 2022 to eliminate 
signature requirements from its forms where appropriate. SSA has 
said that this initiative is intended to make it easier for individuals to 
provide SSA with documentation needed to access SSA services. 
SSA officials said that this initiative made limited progress at first due 
to concerns that removing such signature requirements could 
increase fraud and other risks. However, SSA officials said that SSA’s 
Office of Transformation assumed leadership over the initiative in 
2023. Since then, SSA determined that it could manage risks while 
modifying signature requirements. In December 2024, SSA officials 
told us that the agency had removed signature requirements for 43 of 
these forms,33 allowing for electronic signatures on 39, and enabling 
customers to self-submit forms and some types of supporting 
documentation electronically. SSA planned to review additional forms 
for signature removal. SSA officials said the initiative had helped the 
agency to better address and balance the tradeoffs between fraud 
risks and burden reduction. 

• SSA Supplemental Security Income simplification initiative. 
SSA’s Office of Transformation supported agency efforts to improve 
the application process for those applying for Supplemental Security 
Income (SSI). In November 2022, we found that most SSI claimants 
were not yet able to apply for SSI benefits online despite SSA’s efforts 
to expand remote service delivery, including by phone and internet. 
We recommended that SSA develop a plan—with clear steps, goals, 
metrics, and timelines—for enabling claimants to apply for SSI 
benefits online. SSA concurred with the recommendation, and we will 
continue to monitor their progress in developing a plan.34 

 
33As of December 2024, SSA says that 17 of these forms are currently available to the public. SSA 
says it is in the process of removing signature blocks from the remaining 26 before also making them 
available.  

34GAO, Social Security Administration: Remote Service Delivery Increased during COVID-19, but 
More Could Be Done to Assist Vulnerable Populations, GAO-23-104650 (Washington, D.C.: Nov. 17, 
2022). 

https://www.gao.gov/products/GAO-23-104650
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According to USDA officials, USDA’s CX office has not had had a 
significant role in coordinating with USDA component agencies to 
address administrative burdens. USDA’s efforts to implement EO 14058 
directives and HISP commitments are generally applicable to specific 
USDA component agencies, such as the Food and Nutrition Service. 
USDA’s CX office coordinates with those component agencies to prepare 
CX action plans.35 

We reviewed USDA, VA, and SSA performance plans, performance 
reports, and quarterly agency priority goal documentation issued in fiscal 
year 2024. We found that each agency has taken steps to integrate 
burden reduction priorities into their performance management activities 
for selected programs and services—specifically their strategic goals, 
strategic objectives, and performance goals.36 Agency officials also told 
us how they have integrated CX priorities into the individual performance 
plans for senior leaders. 

In conducting our review, we focused on performance management 
activities relevant to USDA, VA, and SSA benefit programs and services 
with the highest fiscal year 2022 obligations. Agencies’ performance 
management activities for these programs and services address priorities 
expressed through agency-specific EO 14058 directives or agencies’ 
HISP commitments. They also address additional opportunities to reduce 
administrative burdens. 

Integrating burden reduction priorities into strategic goals and objectives 
can help these agencies to clarify the outcomes they intend to achieve 
through their burden reduction efforts. In addition, performance goals for 
these objectives can help these agencies to assess short-term progress 
toward these goals and objectives, highlight the contributions of specific 
activities, and promote the agency’s accountability for achieving its goals 
related to reducing burdens. 

For the three performance activities, we assessed each identified 
strategic goal, strategic objective, and performance goal that we identified 
as relevant to reducing administrative burdens against selected elements 

 
35Both SSA’s Office of Transformation and VA’s Veterans Experience Office also have roles in 
developing customer experience action plans for their agencies.   

36Agencies had established some of these performance management activities or similar activities 
prior to EO 14058’s issuance in December 2021. 
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of OMB’s Circular A-11 guidance for performance management.37 We 
selected these elements because we determined that they were important 
to agencies’ efforts to both achieve progress toward their missions and to 
communicate that progress. For example, we assessed strategic 
objectives against OMB guidance elements that direct agencies to identify 
responsible personnel, report progress, and identify next steps for their 
objectives. We assessed performance goals against OMB guidance that 
directs agencies to report results, set targets, and explain changes to 
their performance goals. For each of our selected agencies, we found that 
identified performance management activities generally addressed each 
of these selected elements. 

We identified three USDA objectives related to reducing administrative 
burdens for nutrition assistance programs. These objectives are to (1) 
increase food security; (2) promote better use of technology and shared 
solutions; and (3) take data-driven, customer-focused approaches.38 
USDA’s achievement of these objectives depends in part on the 
implementation efforts of states, territories, tribes, and other partners. 
However, USDA maintains performance goals regarding participation in 
these programs. These performance goals can help the agency to assess 
efforts to reduce administrative burdens experienced in accessing these 
programs. 

USDA’s objective to increase food security includes expanding WIC 
online purchasing as a supporting strategy. USDA is considering 
facilitating WIC online shopping through rulemakings and other 
mechanisms. Other strategies for this objective include expanding the use 
of mobile technologies for accessing WIC benefits. Expanding WIC 
purchasing both online and through mobile technologies is intended to 
reduce administrative burdens that individuals face in using WIC benefits. 

USDA says it is promoting better use of technology by streamlining 
policies and modernizing systems to reduce barriers to accessing USDA 
programs. This strategy relates to the EO 14058 directive that USDA 
identify opportunities to simplify enrollment and recertification for nutrition 

 
37For a full list of selected guidance elements included in our analysis, see appendix IV.  

38U.S. Department of Agriculture, Strategic Plan Fiscal Years 2022-2026 (Washington, D.C.: March 
2022).  
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assistance programs. USDA reported some information relevant to this 
strategy as part of its annual equity action plan issued in January 2024.39 

USDA strategies for taking data-driven, customer-focused approaches to 
service delivery include piloting the use of mobile technologies for the 
purpose of accessing Supplemental Nutrition Assistance Program 
(SNAP) benefits. In August 2024, FNS reported that it had selected states 
to participate in the pilot project, but those states were still designing their 
individual pilots. In 2018, legislation required FNS to authorize up to five 
mobile payment pilots for the use of personal mobile devices in place of 
SNAP Electronic Benefit Transfer cards to conduct SNAP transactions.40 

Regarding accountability for senior executives, USDA officials told us that 
FNS senior executive performance plans include an objective through 
which senior executives are assessed based on their efforts to identify 
and implement actions that will improve the quality of services provided to 
stakeholders and increase the overall satisfaction with a specific 
interaction or a service requested. 

VA strategic objectives related to burden reduction for health care 
activities include (1) providing VA customers with accessible services and 
easy to understand information, (2) delivering benefits and services to 
underserved and at-risk veterans, and (3) providing veterans with better 
tailored health care.41 

To achieve the first objective, VA’s strategies include expanding digital 
services through VA.gov and the VA mobile app. They also include 
providing multi-channel customer support.42 VA has reported on progress 
made and next steps for these efforts. For example, VA reported that in 
fiscal year 2023 it made self-service enhancements to VA.gov and the 

 
39U.S. Department of Agriculture, Equity Action Plan 2023 Update (Washington, D.C.: January 2024). 
In January 2025, President Trump revoked an Executive Order that previously required each federal 
agency to annually prepare an equity action plan. See Executive Order 14148, Initial Rescissions of 
Harmful Executive Orders and Actions, 90 Fed. Reg. 8237 (Jan. 28, 2025). 

40Agriculture Improvement Act of 2018, Pub. L. No. 115-334, § 4006, 132 Stat. 4490, 4636. 

41Department of Veterans Affairs, Department of Veterans Affairs Fiscal Years 2022-28 Strategic 
Plan (Washington, D.C.: April 18, 2022). 

42These activities reflect EO 14058 directives that VA provide (1) digital services through a single, 
integrated, and equitable digital platform on VA.gov and the VA mobile app and (2) provide on-
demand customer support through the channels that work best for customers, including personalized 
online chat with a virtual or live agent. 86 Fed. Reg. 71360. 
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mobile app, including by enabling veterans to submit supplemental 
information online regarding previously decided benefits claims. 

VA’s strategies to deliver benefits and services to underserved and at-risk 
populations include reaching out to transitioning servicemembers at risk 
for food insecurity and connecting them to resources and other 
assistance programs. VA’s performance goal for this strategy assesses 
the agency’s efforts to contact eligible veterans who are newly separated 
from the military. VA reports that it conducted outreach to 77 percent of 
veterans eligible for outreach in fiscal year 2024, exceeding its target of 
55 percent. Such efforts are intended to improve veterans’ awareness of 
benefits for which they are eligible, thereby reducing their learning costs 
in accessing these benefits. 

To provide veterans with better tailored benefits and health care, VA 
strategies include expanding use of virtual health technologies. VA 
intends for this effort to reduce burdens experienced by veterans in 
accessing health care by reducing the need for in-person appointments, 
including travel and wait times. In recent years, we have identified 
challenges that the Veterans Health Administration (VHA) has had 
ensuring that both VHA facility and community care appointments are 
scheduled in a timely manner.43 In fiscal year 2024, VA developed two 
new performance goals to assess veterans access to telehealth services. 
In January 2025, VA reported that it provided real-time video telehealth 
services to 32 percent of eligible veterans at their homes or other non-VA 
locations in fiscal year 2024, exceeding its target of 24 percent. VA also 
reported that it provided telehealth services to 44 percent of eligible 
veterans in fiscal year 2024, exceeding its goal of 35 percent.44 

 
43Due to these challenges and other issues, VA health care continues to be on our High-Risk List. 
We maintain a high-risk program to focus attention on government operations that we identify as high 
risk due to their greater vulnerabilities to fraud, waste, abuse, and mismanagement or the need for 
transformation to address economy, efficiency, or effectiveness challenges. We added VA health care 
to the High-Risk List in 2015. For the most recent report on our High-Risk List, see GAO, High-Risk 
Series: Heightened Attention Could Save Billions More and Improve Government Efficiency and 
Effectiveness, GAO-25-107743 (Washington, D.C.: Feb. 25, 2025). 

44In August 2024, we reported on VA’s Accessing Telehealth at Local Area Stations pilot program, 
through which VHA partners with non-VA organizations to provide private locations with the 
technology for veterans to have video visits with VHA providers. We recommended that VHA develop 
performance goals and related measures for the pilot program and use these goals and measures to 
assess the effectiveness and efficiency of the program on an ongoing basis. VA concurred with both 
recommendations and identified planned actions to address them. GAO, Veterans Health Care: VA's 
Video Telehealth Access Program Would Benefit from Performance Goals and Measures, 
GAO-24-106743 (Washington, D.C.: Aug. 1, 2024). 

https://www.gao.gov/products/GAO-25-107743
https://www.gao.gov/products/GAO-24-106743
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VA officials told us that individual performance plans provide senior 
executives with the option to either develop a CX Action Plan for their 
component or commit to increasing customer satisfaction by a certain 
percentage for a key program or service provided by their component. 

SSA objectives related to reducing administrative burdens include 
objectives to (1) expand digital services, (2) build a more customer-
focused organization, (3) identify and address barriers to accessing SSA 
services, and (4) improve organizational performance and policy 
implementation.45 

SSA’s strategies for expanding digital services included implementing the 
agency’s electronic signature and document upload initiatives, as 
discussed earlier in this report.46 SSA’s performance goals for this 
objective include increasing the number of customer transactions 
completed on SSA’s website. SSA reported that it met its target to 
increase total transactions by 5 million in fiscal year 2024 compared to 
fiscal year 2023. 

To achieve its objective to build a more customer-focused organization, 
SSA’s strategies include working to expand access to electronic medical 
evidence for disability determinations. SSA’s performance goals for this 
objective include supporting increased submissions of electronic medical 
evidence. SSA received 58 percent of this evidence electronically in fiscal 
year 2024, exceeding its goal of 57 percent. SSA reported that software 
improvements and new partnerships in fiscal years 2024 and 2025 will 
support progress toward this goal. 

To identify and address barriers to accessing SSA services, SSA has 
worked to reduce learning costs for SSA programs. SSA’s strategies 
include conducting outreach initiatives to make individuals aware of their 
potential eligibility for SSA programs. For this objective, SSA also has 
established a performance goal to assess efforts to improve customer 
satisfaction with its website. SSA reported that it is continuing to make 
improvements to its website that should provide the public with greater 
clarity regarding their eligibility for SSA programs and how to apply. SSA 

 
45Social Security Administration, Agency Strategic Plan: Fiscal Years 2022-2026 (Baltimore, Md.: 
March 2022).  

46These activities relate to the EO 14058 directives that SSA remove physical signature requirements 
from forms, where appropriate and practicable, and develop a mobile-accessible, online process for 
customers to submit documents to SSA. Exec. Order No. 14058. 86 Fed. Reg. 71357 (Dec. 16, 
2021).   

SSA Digitization and 
Modernization Activities 
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reported that website satisfaction rose to about 81 percent in fiscal year 
2024, exceeding its target of 71 percent. 

To improve organizational performance and policy implementation, SSA’s 
strategies include simplifying policies and modernizing processes that can 
help reduce program compliance costs. For example, SSA reported that it 
is taking steps to streamline routine wage reporting for SSI, which can 
make it less burdensome for beneficiaries to retain SSI benefits. 

SSA officials told us that SSA performance plans include a goal in senior 
executives’ performance plans that those executives contribute toward 
achievement of the Commissioner’s priority goals and high customer 
satisfaction. Agency executives may achieve this goal, in part, through 
identifying and reducing burdens experienced by individuals attempting to 
access SSA programs and services. 

OMB has provided guidance to help agencies more fully and 
transparently document administrative burdens imposed on individuals 
accessing federal benefits, with the goal of reducing these burdens. 
However, not all ICRs have addressed three elements of this guidance, 
and OMB’s supporting statement instructions that agencies use to submit 
their ICRs do not fully incorporate the guidance. As a result, agencies are 
at risk of developing ICRs that do not document the full range of burdens 
imposed on the public by these information collections. By updating its 
supporting statement instructions to address the full scope of its burden 
reduction guidance, OMB could help ensure that agencies more fully 
document administrative burdens for benefit programs. More complete 
analyses could help agencies, OMB, and the public better identify 
opportunities to reduce these burdens. They could also help agencies 
better prioritize their CX and component agency resources toward 
reducing those burdens that will most benefit the public and enable 
agencies to make progress toward their burden reduction goals. 

The Director of the Office of Management and Budget should update 
OMB’s supporting statement instructions for information collection 
requests to fully incorporate all of the elements of its burden reduction 
guidance. 

We provided a draft of this report to the Departments of Agriculture and 
Veterans Affairs, the Office of Management and Budget, and the Social 
Security Administration for review and comment. The Departments of 
Agriculture and Veterans Affairs and the Social Security Administration 
provided technical comments, which we incorporated as appropriate. The 

Conclusions 

Recommendation for 
Executive Action 

Agency Comments 
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Social Security Administration also provided written comments that are 
reprinted in appendix V. The Office of Management and Budget did not 
provide comments on the report. 

We are sending copies of this report to the appropriate congressional 
committees, the Secretary of Agriculture, the Secretary of Veterans 
Affairs, the Director of the Office of Management and Budget, and the 
Acting Commissioner of Social Security. In addition, the report will be 
available at no charge on the GAO website at https://www.gao.gov. 

If you or your staff have any questions about this report, please contact 
me at jonesy@gao.gov. Contact points for our Offices of Congressional 
Relations and Public Affairs may be found on the last page of this report. 
GAO staff who made key contributions to this report are listed in appendix 
VI. 

 

 
Yvonne D. Jones 
Director, Strategic Issues 

  

https://www.gao.gov/
mailto:JonesY@gao.gov
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This report examines the extent to which (1) federal agencies have 
implemented the Office of Management and Budget’s (OMB) information 
collection request (ICR) guidance to reduce administrative burdens 
associated with federal benefit programs, (2) selected agencies have 
taken actions to support burden reduction efforts for federal benefit 
programs, and (3) selected agencies have integrated burden reduction 
priorities for federal benefit programs into their performance management 
activities. 

For our first objective, we identified 8,613 approved ICRs submitted to 
OMB from when it issued its guidance in April 2022 to April 2024.1 Of 
these 8,613 ICRs, we focused our review on the 51 ICRs, submitted by 
nine agencies, which met the following criteria: 

• The preparing agency was a Chief Financial Officers Act of 1990 
(CFO Act) agency; 

• The ICR set requirements that individuals and households must meet 
to obtain or retain federal benefits; and 

• The preparing agency estimated the ICR would impose at least 
75,000 burden hours on the public.2 We used a 75,000 burden hours 
threshold for our analysis to focus our review on ICRs that impose 
higher administrative burdens on the public. ICRs that met this 
threshold accounted for 99 percent of all burden hours imposed by 
ICRs related to obtaining or retaining federal benefits. 

To confirm the accuracy of Reginfo.gov data, we (1) conducted data 
testing to identify errors, (2) interviewed OMB officials concerning the 
data’s reliability, (3) and reviewed OMB instructions provided to agencies 
to ensure that data entered into the Reginfo.gov database are complete.3 
We concluded that the data were sufficiently reliable for our purposes of 
identifying ICRs to review. 

We reviewed supporting statement documentation for each of the 51 
ICRs to assess whether each ICR fully addressed three selected 

 
1Office of Management and Budget, Improving Access to Public Benefits Programs Through the 
Paperwork Reduction Act, M-22-10 (Washington, D.C.: April 13, 2022).   

2Burden reflects the total time, effort, or financial resources expended by persons to generate, 
maintain, retain, or disclose or provide information to or for a federal agency.  5 C.F.R. § 1320.3(b). 

3Reginfo.gov is a website jointly managed by the General Services Administration and OMB. 
Reginfo.gov provides information to the public on rules and information collection requests submitted 
to OMB for review, including ICR supporting statements. 
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elements of OMB’s M-22-10 burden reduction guidance. These elements 
summarize the OMB guidance provisions relevant to burden analysis. 
They address documenting (1) the full range of administrative burdens 
that individuals may experience in meeting the ICR’s information 
collection requirements, (2) the extent to which certain groups of 
individuals may experience higher burdens than others, and (3) external 
engagement with the public beyond the notice-and-comment process. We 
also compared OMB’s M-22-10 guidance to OMB’s supporting statement 
instructions to agencies for documenting burden analyses as part of their 
ICR submissions.4 

In conducting our review, we did not assess agencies’ compliance with 
OMB’s M-22-10 guidance, including whether agencies should have more 
fully addressed certain elements in their ICR supporting statements that 
they did not address. This is because OMB’s burden reduction guidance 
does not direct agencies to address in their supporting statements what, if 
any, aspects of these elements may not be applicable to a given ICR. For 
example, the guidance does not direct agencies to identify types of 
administrative burdens, if any, that may not be relevant to an ICR when 
documenting the full range of burdens imposed by that ICR. We also did 
not assess the extent to which agencies not fully addressing each of the 
three guidance elements may have affected the accuracy or 
completeness of that agency’s burden analyses. 

To understand why agencies may not have fully addressed the three 
selected elements of OMB’s burden reduction guidance in their ICRs, we 
interviewed officials from OMB’s Office of Information and Regulatory 
Affairs and Paperwork Reduction Act (PRA) staff from three selected 
agencies: the Departments of Agriculture (USDA) and Veterans Affairs 
(VA) and the Social Security Administration (SSA). We selected these 
agencies because they administer three of the benefit programs and 
services with the highest obligations or, if obligations data were 
unavailable, outlays. To identify program outlay data, we reviewed the 
Federal Program Inventory, the President’s Budget for Fiscal Year 2024, 
and agency sources. 

For our second and third objectives, we focused our work on the USDA, 
VA, and SSA benefit programs and services with the highest fiscal year 
2022 obligations: USDA nutrition assistance programs administered by 
the Food and Nutrition Service, such as the Supplemental Nutrition 

 
4These instructions are reproduced in appendix III.  
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Assistance Program (about $121 billion); VA health care services 
administered by the Veterans Health Administration (about $109 billion); 
and SSA’s Supplemental Security Income (about $60 billion) and Social 
Security Disability Insurance programs (about $142 billion). For our 
second objective, we interviewed PRA and CX staff at our selected 
agencies about their efforts to support initiatives to identify and reduce 
administrative burdens as of December 2024.5 We focused on efforts 
relevant to the prioritized programs and services. We reviewed agency 
documentation of these efforts, where available. 

For our third objective, we reviewed USDA, VA, and SSA performance 
plans, performance reports, and quarterly agency priority goal reports 
prepared in fiscal year 2024. We used this documentation to identify 
performance management activities related to reducing administrative 
burdens for some of the largest benefit programs and services offered by 
these agencies, as identified above. These activities included strategic 
goals, strategic objectives, and performance goals. 

We compared these activities to agencies’ High Impact Service Provider 
commitments, as reported on Performance.gov, as well as Executive 
Order 14058 directives to determine whether identified performance 
management activities related to these commitments or directives. We 
then assessed the extent to which documentation for each identified 
performance management activity incorporated selected elements from 
OMB’s Circular A-11 guidance.6 OMB Circular A-11 identifies 26 
elements that agencies should address when reporting on their strategic 
goals, strategic objectives, and performance goals, including agency 
priority goals, as part of their annual performance plans, annual 
performance reports, and agency priority goal implementation action 
plans. We focused our analysis on the 19 guidance elements that we 
identified as important to agencies’ efforts to achieve progress toward 
their missions and to communicate that progress. For a full list of selected 
guidance elements included in our analysis, see appendix IV. We 

 
5Subsequently, the heads of some federal agencies have taken steps to reorganize their agencies in 
response to new administration priorities. See Executive Order 14210, Implementing the President’s 
“Department of Government Efficiency” Workforce Optimization Initiative, 90 Fed. Reg. 9669 (Feb. 
14, 2025). This report does not examine how such reorganizations may affect burden reduction 
efforts at our selected agencies.  

6Office of Management and Budget, Circular No. A-11: Preparation, Submission, and Execution of 
the Budget (Washington, D.C.: Aug. 10, 2023). This guidance is used to assist agencies in 
implementing federal performance planning and reporting requirements required by the Government 
Performance and Results Act of 1993, as amended by the GPRA Modernization Act of 2010. Pub. L. 
No. 103-62, 107 Stat. 285 (1993); Pub. L. No. 111-352, 124 Stat. 3866 (2011).  
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interviewed agency officials about potential gaps in agencies’ 
performance management documentation. We also interviewed officials 
about their agencies’ efforts to integrate burden reduction priorities into 
the individual performance plans for senior executives. 

We conducted this performance audit from December 2023 to April 2025 
in accordance with generally accepted government auditing standards. 
Those standards require that we plan and perform the audit to obtain 
sufficient, appropriate evidence to provide a reasonable basis for our 
findings and conclusions based on our audit objectives. We believe that 
the evidence obtained provides a reasonable basis for our findings and 
conclusions based on our audit objectives. 
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We identified 8,613 approved information collection requests (ICRs) 
submitted to the Office of Management and Budget from when it issued 
its burden reduction guidance in April 2022 to April 2024.1 Of these 8,613 
ICRs, we focused our review on the 51 ICRs, submitted by nine agencies, 
which met the following criteria: 

• The preparing agency was a Chief Financial Officers Act of 1990 
(CFO Act) agency; 

• The ICR set requirements that individuals and households must meet 
to obtain or retain federal benefits; and 

• The preparing agency estimated the ICR would impose at least 
75,000 burden hours on the public.2 We used a 75,000 burden hours 
threshold for our analysis to focus our review on ICRs that impose 
higher administrative burdens on the public. ICRs that met this 
threshold accounted for 99 percent of all burden hours imposed by 
ICRs related to obtaining or retaining federal benefits. 

These ICRs are listed in table 2. For more information on our selection 
methodology, see appendix I. 

Table 2: List of Information Collection Requests (ICR) Included in GAO Analysis 

Agency ICR title 
ICR reference 

number 
DHS/FEMA Disaster Assistance Registration 202310-1660-007 
DHS/FEMA National Flood Insurance Program Claims Forms 202301-1660-007 
DHS/FEMA Federal Assistance to Individuals and Households Program (IHP) 202403-1660-002 
DHS/FEMA Notice of Loss and Proof of Loss 202302-1660-001 
DOL/WHD The Family and Medical Leave Act of 1993, As Amended 202306-1235-001 
ED/FSA 2024-2025 Free Application for Federal Student Aid (FAFSA) 202303-1845-006 
ED/FSA William D. Ford Federal Direct Loan Program (Direct Loan Program) Promissory 

Notes and related forms 
202203-1845-003 

ED/FSA Income Driven Repayment Plan Request for the William D. Ford Federal Direct 
Loans and Federal Family Education Loan Programs 

202312-1845-003 

ED/FSA William D. Ford Federal Direct Loan Program, Federal Direct PLUS Loan 
Request for Supplemental Information 

202308-1845-002 

ED/FSA Loan Rehabilitation: Reasonable and Affordable Payments 202302-1845-002 

 
1Office of Management and Budget, Improving Access to Public Benefits Programs Through the 
Paperwork Reduction Act, M-22-10 (Washington, D.C.: Apr. 13, 2022).    

2Burden reflects the total time, effort, or financial resources expended by persons to generate, 
maintain, retain, or disclose or provide information to or for a federal agency.  5 C.F.R. § 1320.3(b). 
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ED/FSA Borrower Defense to Loan Repayment Universal Forms 202307-1845-007 
ED/OESE Migrant Education Program Regulations and Certificate of Eligibility 202302-1810-003 
HHS/CMS Application for Enrollment in Medicare Part A, Internet Claim (iClaim) Application 

Screen, Modernized Claims System and Consolidated Claim (CMS-18F5) 
202304-0938-004 

HHS/CMS Data Collection to Support Eligibility Determinations for Insurance Affordability 
Programs and Enrollment through Health Benefits Exchanges, Medicaid and 
CHIP Agencies (CMS-10440) 

202208-0938-007 

HHS/CMS Application for Enrollment in Medicare - The Medical Insurance Program (CMS-
40B) 

202311-0938-011 

HHS/CMS Model Medicare Advantage and Medicare Prescription Drug Plan Individual 
Enrollment Request Form (CMS-10718) 

202306-0938-006 

HUD/OH Mortgage Insurance Termination; Application for Premium Refund or Distributive 
Share Payment 

202309-2502-004 

HUD/OH Single Family Application for Insurance Benefits 202401-2502-004 
HUD/PIH Family Report, MTW Family Report, MTW Expansion Family Report 202403-2577-001 
HUD/PIH Restrictions on Assistance to Noncitizens 202303-2577-001 
SBA Disaster Home Loan Application 202311-3245-001 
SSA Appointment of Representative 202203-0960-001 
SSA Application for Widow’s or Widower’s Insurance Benefits 202202-0960-007 
SSA Application for Child’s Insurance Benefits 202210-0960-007 
SSA Application for Lump-Sum Death Payment 202204-0960-010 
SSA Request to be Selected as a Payee 202203-0960-007 
SSA Request for Correction of Earnings Record 202307-0960-003 
SSA Request for Waiver of Overpayment Recovery or Change in Repayment Rate 202310-0960-004 
SSA Continuing Disability Review Report 202305-0960-001 
SSA Application for Supplemental Security Income 202203-0960-008 
SSA Disability Update Report 202303-0960-005 
SSA Disability Case Development Information Collections 202402-0960-002 
SSA Disability Report – Child 202402-0960-001 
SSA Social Security Benefits Application 202208-0960-002 
SSA Technical Updates to Applicability of the Supplemental Security Income (SSI) 

Reduced Benefit Rate for Individuals Residing in Medical Treatment Facilities. 20 
CFR 416.708(k) 

202206-0960-013 

SSA Authorization for the Social Security Administration to Obtain Wage and 
Employment Information from Payroll Data Providers 

202309-0960-002 

USDA/FNS 7 CFR Part 245 - Determining Eligibility for Free & Reduced Price Meals and Free 
Milk in Schools 

202307-0584-008 

USDA/FNS Special Supplemental Nutrition Program for Women, Infants, and Children (WIC) 
Program Regulations - Reporting and Recordkeeping Burden 

202310-0584-003 

USDA/FNS 7 CFR Part 225, Summer Food Service Program 202207-0584-004 
USDA/FNS Food Distribution Programs 202305-0584-002 
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USDA/FNS Senior Farmers’ Market Nutrition Program (SFMNP) 202211-0584-008 
USDA/FNS Final Rulemaking: Supplemental Nutrition Assistance Program: 2008 Farm Bill 

Provisions on Clarification of Split Issuance; Accrual of Benefits and Definition 
Changes Act of 2008 (RIN 0584-AE02) 

202006-0584-003 

USDA/RHS Direct Single Family Housing Loan and Grant Programs, 7 CFR 3550 - HB-1-
3550, and HB-2-3550 

202205-0575-001 

VA VA Health Benefits: Application, Update, Hardship Determination - VA Forms 10-
10EZ,10-10EZR and 10-10HS 

202402-2900-023 

VA Application for Disability Compensation and Related Compensation Benefits (VA 
Form 21-526EZ) 

202205-2900-006 

VA Appl. for DIC, Death Pension, and/or Accrued Benefits (21P-534EZ); Appl. for 
Dependency and Indemnity Compensation by a Surviving Spouse or Child; Appl. 
for Dependency and Indemnity Compensation 

202209-2900-009 

VA Application Request to Add and/or Remove Dependents (VA Form 21-686c) 202111-2900-008 
VA Request for Certificate of Eligibility (VA Form 26-1880) 202206-2900-002 
VA Application For VA Educational Benefits (VA Forms 22-1990, 22-1990e, 22-

1990n) 
202211-2900-016 

VA Intent to File a Claim for Compensation and/or Pension, or Survivors Pension 
and/or DIC (VA Form 21-0966) 

202111-2900-007 

VA Program of Comprehensive Assistance for Family Caregivers (PCAFC) Decision 
Appeal Forms 

202202-2900-004 

Source: GAO review of RegInfo.gov information.  |  GAO-25-107239 
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The Office of Management and Budget (OMB) requires agencies to include as part of 
each information collection request submission to OMB a supporting statement that 
provides the agency’s rationale for the information collection. On April 13, 2022, 
OMB also issued M-22-10, Improving Access to Public Benefits Programs Through 
the Paperwork Reduction Act.1 OMB M-22-10 provides guidance to agencies for 
improving their analyses of administrative burdens imposed by their information 
collections. OMB directs agencies to document their efforts to implement M-22-10 
guidance related to burden analysis in Part A of their supporting statements. 

OMB requires agencies to structure Part A of their supporting statements as a series 
of responses to 18 instructions provided by OMB. These instructions are reproduced 
below and are available on pra.digital.gov. Agencies’ supporting statements are 
publicly available on reginfo.gov. Both websites are jointly managed by the General 
Services Administration and OMB. 

 
1Office of Management and Budget, Improving Access to Public Benefits Programs Through the Paperwork 
Reduction Act, M-22-10 (Washington, D.C.: Apr. 13, 2022).   
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Creating a Supporting Statement Part A 

General Instructions 

The Supporting Statement should be prepared in the format described below, and should contain 

the information specified in Section A below. If an item is not applicable, provide a brief 

explanation. OMB reserves the right to require the submission of additional information with 

respect to any request for approval.  

Specific Instructions 

1. Explain the circumstances that make the collection of information necessary. Identify any 

legal or administrative requirements that necessitate the collection. Attach a copy of the 

appropriate section of each statute and regulation mandating or authorizing the collection of 

information. 

2. Indicate how, by whom, and for what purpose the information is to be used. Except for a new 

collection, indicate the actual use the agency has made of the information received from the 

current collection. 

3. Describe whether, and to what extent, the collection of information involves the use of 

automated, electronic, mechanical, or other technological collection techniques or other 

forms of information technology, e.g., permitting electronic submission of responses, and the 

basis for the decision for adopting this means of collection. Also describe any consideration 

of using information technology to reduce burden. 

4. Describe efforts to identify duplication. Show specifically why any similar information 

already available cannot be used or modified for use for the purposes described in Item 2 

above. 

5. If the collection of information impacts small businesses or other small entities, describe any 

methods used to minimize burden. 

6. Describe the consequence to Federal program or policy activities if the collection is not 

conducted or is conducted less frequently, as well as any technical or legal obstacles to 

reducing burden. 

7. Explain any special circumstances that would cause an information collection to be 

conducted in a manner:  

 requiring respondents to report information to the agency more often than quarterly; 

 requiring respondents to prepare a written response to a collection of information in 

fewer than 30 days after receipt of it; 

 requiring respondents to submit more than an original and two copies of any document; 

 requiring respondents to retain records, other than health, medical, government contract, 

grant-in-aid, or tax records, for more than three years; 

 in connection with a statistical survey, that is not designed to produce valid and reliable 

results that can be generalized to the universe of study; 



 requiring the use of a statistical data classification that has not been reviewed and 

approved by OMB; 

 that includes a pledge of confidentiality that is not supported by authority established in 

statute or regulation, that is not supported by disclosure and data security policies that are 

consistent with the pledge, or which unnecessarily impedes sharing of data with other 

agencies for compatible confidential use; or 

 requiring respondents to submit proprietary trade secrets, or other confidential 

information unless the agency can demonstrate that it has instituted procedures to protect 

the information's confidentiality to the extent permitted by law. 

8. If applicable, provide a copy and identify the date and page number of publication in the 

Federal Register of the agency's notice, required by 5 CFR 1320.8(d), soliciting comments on 

the information collection prior to submission to OMB. Summarize public comments 

received in response to that notice and describe actions taken by the agency in response to 

these comments. Specifically address comments received on cost and hour burden. 

Describe efforts to consult with persons outside the agency to obtain their views on the 

availability of data, frequency of collection, the clarity of instructions and recordkeeping, 

disclosure, or reporting format (if any), and on the data elements to be recorded, disclosed, or 

reported. 

Consultation with representatives of those from whom information is to be obtained or those 

who must compile records should occur at least once every 3 years - even if the collection of 

information activity is the same as in prior periods. There may be circumstances that may 

preclude consultation in a specific situation. These circumstances should be explained. 

9. Explain any decision to provide any payment or gift to respondents, other than remuneration 

of contractors or grantees. 

10. Describe any assurance of confidentiality provided to respondents and the basis for the 

assurance in statute, regulation, or agency policy. If the collection requires a systems of 

records notice (SORN) or privacy impact assessment (PIA), those should be cited and 

described here. 

11. Provide additional justification for any questions of a sensitive nature, such as sexual 

behavior and attitudes, religious beliefs, and other matters that are commonly considered 

private. This justification should include the reasons why the agency considers the questions 

necessary, the specific uses to be made of the information, the explanation to be given to 

persons from whom the information is requested, and any steps to be taken to obtain their 

consent. 

12. Provide estimates of the hour burden of the collection of information. The statement should: 

 Indicate the number of respondents, frequency of response, annual hour burden, and an 

explanation of how the burden was estimated. Unless directed to do so, agencies should 

not conduct special surveys to obtain information on which to base hour burden 

estimates. Consultation with a sample (fewer than 10) of potential respondents is 

desirable. If the hour burden on respondents is expected to vary widely because of 



differences in activity, size, or complexity, show the range of estimated hour burden, and 

explain the reasons for the variance. Generally, estimates should not include burden hours 

for customary and usual business practices. 

 If this request for approval covers more than one form, provide separate hour burden 

estimates for each form and aggregate the hour burdens. 

 Provide estimates of annualized cost to respondents for the hour burdens for collections 

of information, identifying and using appropriate wage rate categories. The cost of 

contracting out or paying outside parties for information collection activities should not 

be included here. Instead, this cost should be included under ‘Annual Cost to Federal 

Government’. 

13. Provide an estimate for the total annual cost burden to respondents or record keepers 

resulting from the collection of information. (Do not include the cost of any hour burden 

already reflected on the burden worksheet). 

 The cost estimate should be split into two components: (a) a total capital and start-up cost 

component (annualized over its expected useful life) and (b) a total operation and 

maintenance and purchase of services component. The estimates should take into account 

costs associated with generating, maintaining, and disclosing or providing the 

information. Include descriptions of methods used to estimate major cost factors 

including system and technology acquisition, expected useful life of capital equipment, 

the discount rate(s), and the time period over which costs will be incurred. Capital and 

start-up costs include, among other items, preparations for collecting information such as 

purchasing computers and software; monitoring, sampling, drilling and testing 

equipment; and record storage facilities. 

 If cost estimates are expected to vary widely, agencies should present ranges of cost 

burdens and explain the reasons for the variance. The cost of purchasing or contracting 

out information collections services should be a part of this cost burden estimate. In 

developing cost burden estimates, agencies may consult with a sample of respondents 

(fewer than 10), utilize the 60-day pre-OMB submission public comment process and use 

existing economic or regulatory impact analysis associated with the rulemaking 

containing the information collection, as appropriate. 

 Generally, estimates should not include purchases of equipment or services, or portions 

thereof, made: (1) prior to October 1, 1995, (2) to achieve regulatory compliance with 

requirements not associated with the information collection, (3) for reasons other than to 

provide information or keep records for the government, or (4) as part of customary and 

usual business or private practices. 

14. Provide estimates of annualized costs to the Federal government. Also, provide a description 

of the method used to estimate cost, which should include quantification of hours, 

operational expenses (such as equipment, overhead, printing, and support staff), and any 

other expense that would not have been incurred without this collection of information. 

Agencies may also aggregate cost estimates from Items 12, 13, and 14 in a single table. 

15. Explain the reasons for any program changes or adjustments reported on the burden 

worksheet. 



16. For collections of information whose results will be published, outline plans for tabulation 

and publication. Address any complex analytical techniques that will be used. Provide the 

time schedule for the entire project, including beginning and ending dates of the collection of 

information, completion of report, publication dates, and other actions. 

17. If seeking approval to not display the expiration date for OMB approval of the information 

collection, explain the reasons that display would be inappropriate.  

18. Explain each exception to the topics of the certification statement identified in “Certification 

for Paperwork Reduction Act Submissions.” 
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We reviewed performance plans, performance reports, and quarterly agency priority 
goal reports prepared in fiscal year 2024 by three selected agencies: the 
Departments of Agriculture and Veterans Affairs and the Social Security 
Administration. We used this documentation to identify performance management 
activities related to reducing administrative burdens for some of the largest benefit 
programs and services offered by these agencies. These activities included strategic 
goals, strategic objectives, and performance goals. 

We then reviewed documentation for each identified activity to assess the extent to 
which agency documentation for the activity incorporated 19 selected performance 
management guidance elements from Office of Management and Budget (OMB) 
Circular A-11 (see table 3).1 OMB Circular A-11 identifies 26 elements that agencies 
should address when reporting on their strategic goals, strategic objectives, and 
performance goals as part of their annual performance plans, annual performance 
reports, and agency priority goal implementation action plans. This guidance is 
intended to assist agencies in implementing federal performance planning and 
reporting requirements required by the Government Performance and Results Act of 
1993, as amended by the GPRA Modernization Act of 2010.2 For more information 
on our methodology, see appendix I. 

Table 3: Selected Office of Management and Budget (OMB) Performance Management Guidance Elements 

Performance 
management activity OMB performance management guidance element 
Strategic goals Strategic goals. Each agency must establish general, outcome-oriented, long-term goals that address 

the broader impact that is desired by the organization. 
Strategic objectives Strategic objectives. Strategic objectives should reflect the mission, service or stewardship outcome or 

impact the agency is trying to achieve. Agencies should identify how they will monitor and track progress 
for each objective. 

 Strategies. Identify how the agency will track progress on each objective using performance and other 
indicators. Identify external factors influencing agencies’ progress on objectives, and external factors 
influencing new implementation strategies. 
Progress update. Each agency must include a brief narrative describing the achievements during the last 
fiscal year on the strategic objective, indicating where progress was made and where it was not, with an 
explanation of what worked and what did not.  
Next steps. Each agency will summarize plans to make progress on strategic objectives for the next 
year, including prospects and strategies for performance improvement, and must include key milestones 
with planned completion dates. 

 
1Office of Management and Budget, Circular No. A-11: Preparation, Submission, and Execution of the Budget 
(Washington, D.C.: Aug. 2023). We selected the guidance elements that we identified as important to agencies’ 
efforts to both achieve progress toward their missions and to communicate that progress. 

2Pub. L. No. 103-62, 107 Stat. 285 (1993) and Pub. L. No. 111-352, 124 Stat. 3866 (2011). 
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Goal leaders or lead office. Each strategic objective shall have a goal leader(s) or lead office or 
component designated to oversee the implementation and execution of strategies. 

Performance goals Actual results. For all performance goals, performance indicators should compare actual performance 
with target levels of performance at least for the prior year and clarify if the target was met or not. 
Targets. For each performance goal, the agency should establish targets for the current and upcoming 
fiscal year. 
Information gaps. Identify where actual information for performance goals is missing, incomplete, 
preliminary, or estimated. Indicate the date when the actual information will be available. 
Progress update. Each agency should briefly explain the causes of variance or change in trends for the 
performance indicators, as well as whether the target was met. The agency may identify successful or 
promising practices relative to agency performance goals. 
Changed goals and indicators. Identify performance goals changed or dropped since publication of the 
Annual Performance Plan, as well as changed or dropped performance measures, and the reasons for 
the changes. 

Agency priority goals 
(APG) 

Goal leaders. Identify the title, organization and name of the agency official who is responsible for the 
achievement of each APG. 
Overview. Include the problem opportunity being addressed by the APG, relationship to agency strategic 
goals and objectives, key barriers, and challenges. 
Structure and strategies. Each agency will summarize the APG Action Plan's leadership, implementation 
team, goal structure, and implementation strategies. 
Indicators and milestones. An agency should publish targets and actual results for each reporting period 
across the suite of indicators and milestones developed for tracking goal progress. 
Progress update. Each agency will include a brief explanation of achievements during the last quarter as 
well as an identification of significant challenges if any impeded progress on the APG. 
Next steps. Each agency will summarize how it plans to improve progress, including prospects and 
strategies for performance improvement, and will include key milestones with planned completion dates 
for the remainder of the goal period. 
Theme. For each APG, agencies must identify a theme(s) that reflects the goal's major purpose and 
outcome by topical categorization. 
Contributing programs and activities. Contributing programs and program activities are the key 
organizing component that connects budget and funding requests with strategic and performance 
planning as part of the coordinated strategies for achieving strategic goals and objectives. Agencies 
must identify the programs that contribute to each agency priority goal. 

Source: GAO summary of selected guidance elements from OMB Circular A-11.  |  GAO-25-107239 
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federal government for the American people. GAO examines the use of public 
funds; evaluates federal programs and policies; and provides analyses, 
recommendations, and other assistance to help Congress make informed 
oversight, policy, and funding decisions. GAO’s commitment to good government 
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The price of each GAO publication reflects GAO’s actual cost of production and 
distribution and depends on the number of pages in the publication and whether 
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