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What GAO Found

Some work is performed offshore in the majority of states for the four state-
administered programs we reviewed, but no work is performed offshore for the
two federally-administered student aid programs. Offshoring occurred in one or
more programs in 43 of 50 states and the District of Columbia, most frequently in
the Food Stamp and TANF programs. However, expenditures for services
performed offshore in the four state-administered programs appear to be
relatively small. The services states most frequently reported as being performed
offshore in the Food Stamp and TANF programs were functions related to
customer service, such as call centers, and in the Unemployment Insurance and
Child Support Enforcement programs functions were related to software
development. India was the most prevalent offshore location, followed by
Mexico. We did not find any occurrences of offshoring in the Pell Grant and
FFEL programs and the Department of Education’s U.S. residency requirement
for contractors performing high-risk work has the effect of limiting offshoring.

State officials reported that lower costs are a benefit of having services
performed offshore and few officials identified problems with offshore service
providers in their contracts. Fifteen state program directors reported having
performed cost comparisons for their current contracts, based on differences in
the location of services, and all reported that they would achieve cost savings if
some of the work were performed offshore. On average, these comparisons
showed that with some services performed offshore, contract costs would be
between 0.3 and 24 percent less than if all the services in the contracts were to
be performed in the United States. The few state officials that reported any
problems with the quality of services provided by offshore contractors said that
they involved difficulties in understanding the English of software programmers
or customer service representatives.

While numerous actions have been proposed at the state and federal levels to
limit offshoring by government agencies, few restrictions exist with respect to
the six programs we reviewed. Two states—New Jersey and Arizona—have
prohibited offshoring in state contracts. Some states have also taken other
actions, such as requiring state agencies to disclose when state-contracted work
is performed offshore or to report on the implications of offshoring. The federal
government does not have regulations specifically related to the offshoring of
services in the six programs we reviewed.

Number of States in Which State Program Directors or Contractors Reported Offshoring
Programs

Food stamp 32

TANF ‘ 16

Child support enforcement ‘ 12

Unemployment insurance 8
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This report was revised to correct data on the occurrence of offshoring in
two state programs due to an error made by a contractor in its survey
response to GAO. There was no reported offshoring in the Illinois
Unemployment Insurance and New York Child Support Enforcement
programs. As a result of these corrections, the report is also being revised
to correct certain summary information on the occurrence of offshoring.

In the figure on the Highlights page, “9” for the Unemployment Insurance
program should read “8” and “13” for the Child Support Enforcement
program should read “12.”

On page 3, in lines 9 and 12 of the last paragraph, the expenditures for
contracts with some offshored services should read “$335” million.

On page 4, in line 7 of the first paragraph, the “9” should read “8.”
On page 4, in line 8 of the first paragraph, the “13” should read “12.”
On page 10, in line 6 of the last paragraph, the “13” should read “12.”
On page 10, in line 7 of the last paragraph, the “9 should read “8.”

On page 12, in line 14 of Figure 1, the triangle should be deleted for the
Illinois Unemployment Insurance program.

On page 13, in line 4 of Figure 1, the triangle should be deleted for the New
York Child Support Enforcement program.

On page 13, in the total line of Figure 1, the “9” should read “8” under
Unemployment Insurance and the “13” should read “12” under Child
Support Enforcement.

On page 14, in line 7, “85” should read “83.”
On page 14, in line 8, “$339” should read “$335.”
On page 14, in line 14, “$339” should read “$335.”

On page 15, in Figure 2, “$339” should read “$335” and “85” should read
“83.”

On page 16, in Figure 3, for the graphic representing Child Support
Enforcement, the “$159” should read “$158.”

On page 22, in figure 5, “566” should read “55” for India and “28” should read
“27” for Mexico.
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Advances in information technology and communications, coupled with a
large pool of educated workers in some countries, have allowed private
companies to move services work outside of the United States in such
areas as call centers, back-office functions, and software programming.
While some maintain that the services offshoring phenomenon is
widespread, others say that the extent is limited. Media reports in 2004
that call centers providing customer service to Food Stamp recipients
were based in India inspired proposals at the federal and state levels to
restrict “offshoring” in public programs or the practice of performing
contracted work outside of the United States. Offshoring generally refers
to the import from abroad of goods or services that were previously
produced domestically. As states and the federal government have sought
to streamline and improve administrative processes and take advantage of
technological advances, both have outsourced certain functions to private
firms. In some cases, these firms have used offshore resources to perform
these functions. Questions have been raised about the prevalence of
offshoring and the potential consequences when federally-funded human
services programs procure services from companies that offshore.
However, as we reported in 2004, no comprehensive data or studies show
the extent of services offshoring by state governments and data for the
federal government are limited.!

In response to widespread congressional interest in this area, we
conducted work under the Comptroller General’s authority to determine
the occurrence and nature of offshoring in six federally-funded human
services programs. Specifically, we examined (1) the occurrence and
nature of offshoring in each of these six programs, (2) the benefits
government agencies have achieved through offshoring in these programs
and the problems they encountered in offshoring work, and (3) the
actions, if any, states and the federal government have taken to limit
offshoring in these programs and why. The six federally-funded programs
we examined include four state-administered human services programs—

'GAO, International Trade: Current Government Data Provide Limited Insight into
Offshoring of Services, GAO-04-932 (Washington, D.C.: Sept. 22, 2004).
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Child Support Enforcement, Food Stamp, Temporary Assistance for Needy
Families (TANF), and Unemployment Insurance—and two federally-
administered programs that provide student financial aid—Pell Grant and
Federal Family Education Loan (FFEL). We selected these programs
because they receive a substantial amount of federal funding for program
administration, contract out some administrative functions, and are not
administered solely at the local level. *

To determine the occurrence and nature of offshoring in the four state-
administered programs, we administered two separate Web-based surveys:

First, we surveyed directors of the Child Support Enforcement, Food
Stamp, TANF, and Unemployment Insurance programs in all 50 states and
the District of Columbia—a total of 204 directors. We asked each program
director to provide information on up to three contracts held by the
program: the contracts with known offshoring or, if there were fewer than
three contracts with offshoring or no offshoring, the largest contracts (in
dollars). We also requested information from each program director on the
total number of contracts and total spending on contracted-out services. In
addition, we reviewed contracts from state officials that reported no
offshoring. We obtained a 93 percent response rate to our survey of state
program directors.

To supplement the survey of state officials, we surveyed the contractors
whose names were provided by state officials to obtain additional
information on the types of services provided to state programs and where
these services are performed. We obtained a 54 percent response rate to
our survey of contractors.

It is likely that our two surveys did not identify all instances of offshoring
in the four state-administered programs. Therefore, the figures we cite for
the four programs on the number of contracts in which some services
were offshored and the total expenditures for these contracts should be
viewed as minimum levels. To further understand the nature of
contracting in these programs, we conducted site visits to Florida, Utah,
and New York. We selected these states based on the presence of
offshoring in multiple programs or in multiple contracts within a program.

*In some states, TANF is administered at the local level. Because we did not examine local
TANF contracting, this report does not provide information about the occurrence of
offshoring by local TANF administrators.
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Results in Brief

At these site visits, we interviewed state program officials and reviewed
contract-related documents.

To determine whether any services are performed outside of the United
States in the two federal student aid programs, we interviewed officials
from the U.S. Department of Education’s Office of Federal Student Aid
(Student Aid) and reviewed departmental directives and contracting
documents. While the Department of Education is responsible for overall
administration of the Federal Family Education Loan program, loans are
financed by commercial lenders such as banks and credit unions and non-
profit lenders such as postsecondary institutions. State and national non-
profit guaranty agencies administer the federal insurance that protects
these lenders against losses and perform a variety of administrative
functions. We did not include commercial and non-profit lenders or the
guaranty agencies in this review. Rather, we focused on cases in which the
Department of Education entered into direct contracts for services related
to program administration.

To determine what actions states and the federal government have taken
to limit offshore work in these programs, we reviewed laws, policies, and
executive actions, including those identified through our state survey.
Appendix I provides further details about our scope and methodology. Our
work was conducted between January 2005 and February 2006 in
accordance with generally accepted government auditing standards.

Some work is performed offshore in the majority of states for the four
federally-funded state-administered programs we reviewed, but no work is
performed offshore for the two federally-administered student aid
programs. Offshoring occurred in one or more programs in 43 of 50 states
and the District of Columbia, most frequently in the Food Stamp and
TANF programs. However, expenditures for services performed offshore
in the four state-administered programs appear to be relatively small.
Expenditures for contracts with some offshored services totaled at least
$335 million—or about 18 percent—of the $1.8 billion in expenditures for
all the state contracts in the four programs. Moreover, the magnitude of
actual spending on the offshored services we identified is likely
considerably lower than $335 million because for many of the contracts
with some offshoring, the bulk of services are performed in the United
States. For example, the U.S. company that holds the majority of state
contracts with some offshoring in the Food Stamp and TANF programs
estimated that services performed offshore constituted less than 3 percent
of the total services provided through these contracts. We could not
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determine the specific amounts of spending on offshored services for
several reasons, including that contractors generally do not provide states
with the itemized cost of each service that is bundled in their contracts.
The services states most frequently reported as being performed offshore
in 31 states in the Food Stamp program and 16 states in the TANF program
were functions related to customer service, such as call centers. In
contrast, offshored services reported in 8 states in the Unemployment
Insurance program and 12 states in the Child Support Enforcement
program did not involve direct contact with program recipients but were
functions related to software development. Offshoring in the four
programs rarely involved state government agencies contracting directly
with foreign companies; rather, it involved U.S. contractors using
subcontractors that performed work offshore. India was by far the most
prevalent offshore location, followed by Mexico, but some offshore work
was also performed in Canada, Ireland, and Poland. We did not find any
occurrences of offshoring in the contracts for administration of the Pell
Grant and FFEL programs. Prior to initiating a security screening,
Education requires that contractor employees who will work on high-risk
department contracts, including those for the Pell and FFEL programs, be
U.S. citizens or lawful permanent residents who have resided in the United
States for at least 3 years. While this requirement is intended to facilitate
the required background investigations and ensure that contractor
employees are legally permitted to work in the United States, it limits the
extent to which Education can enter into contracts with companies that
perform services offshore. In contrast, federal agencies have not
established such a requirement for state contractors in any of the four
state-administered programs we reviewed.

State officials reported that lower costs are a benefit of having services
performed offshore and few officials identified any problems with offshore
service providers in their contracts. All 15 state program directors that
reported having performed cost comparisons for their contracts based on
differences in the location of services, reported that there are cost savings
associated with having some of the work performed offshore. These
comparisons showed that their contracts, with some services performed
offshore, would cost from 0.3 percent to 24 percent less than if all the
services in these contracts were to be performed in the United States. The
few state officials that reported any problems with the quality of services
provided by offshore contractors said that they involved difficulties in
understanding the English of software programmers or customer service
representatives. However, it is unclear how much these reports reflect the
actual extent of performance problems with offshore providers in these
programs. While some state officials may be knowledgeable of the
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Background

performance of their offshore subcontractors, other officials rely on their
primary contractors to monitor the subcontractors.

While numerous actions have been proposed at the state and federal levels
to limit offshoring by government agencies, few restrictions exist with
respect to the six programs we reviewed. Two states—New Jersey and
Arizona—have prohibited offshoring in state contracts. Reasons cited for
these prohibitions include concern over a potential increase in local
unemployment rates and a potential risk to the protection of private
information. At least five states have also taken other actions, such as
requiring state agencies to disclose when state-contracted work is
performed offshore or to report on the implications of offshoring. As a
result of actions taken by some states and concerns by state governments,
eight states have relocated previously offshored Food Stamp or TANF call
center services to the United States and one state—North Carolina—has
converted a previously offshored service into a state-run operation. The
federal government does not have regulations specifically related to the
offshoring of services in the programs we reviewed.

We do not make recommendations in this report. The Departments of
Agriculture, Education, Health and Human Services, and Labor did not
have comments on this report. The Departments of Education and Labor
provided technical comments that have been incorporated as appropriate.

No commonly accepted definition of offshoring currently exists, and the
term includes a wide range of business activities. Generally, services
offshoring is used to describe the replacement of domestically supplied
service functions with imported services produced offshore. This
definition focuses on a business’s decision to contract out: should it
produce the services internally, contract with a company located in the
United States (outsourcing), or contract out with companies based
offshore? Offshoring has also been used to describe the movement of
domestic production (and the related jobs) offshore. In this case, the
definition focuses not on imports of services from abroad, but on U.S.
companies investing offshore. Business and professional services such as
accounting, bookkeeping, and software programming and design do not
have to be performed on site, and, therefore, can be outsourced offshore
to any location. For example, a U.S.-based company can stop producing
certain services in-house and instead purchase them from a company with
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foreign-based staff or a state government could contract out its software
programming to a company with foreign-based staff.’

While limited, U.S. government data provide some insight into trends in
offshoring of services.* Trade data from the Department of Commerce
show that, generally, imports of services associated with offshoring are
growing. Federal procurement data show that the total dollar value of the
federal government’s services contracts with offshoring increased
between 1997 and 2002. However, when compared to all federal contracts
with services, the proportion showed little change during that time.

State and Federal The federal government provides benefits (for example, food, child care,

Programs We Examined or income subsidies) through human services programs. Table 1 provides
information on the state and federal human services programs we
examined. The four state-administered programs spent about $15.7 billion
dollars in state and federal funds on program administration in fiscal year
2004 (the most recent year for which expenditure data were available for
all four of the programs).

®For a detailed discussion of the various types of business activities associated with
offshoring, see GAO-04-932.

“These data do not encompass all of the various business activities associated with

offshoring. See GAO-04-932 for further discussion of what government data indicate about
services offshoring.
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____________________________________________________________________________________________________________________|
Table 1: State and Federal Programs Included in GAO’s Review of Offshoring

Dollars in billions

Expenditures for Program Administration

Federal Federal State Total
administrative = administrative = administrative = administrative
Program expenditures expenditures expenditures expenditures
Program purpose Federal agency for FY 2005 for FY 2004 for FY 2004 for FY 2004
Programs administered by state governments
Child Support To help locate Department of $3.6 $3.5 $1.8 $5.3
Enforcement non-custodial Health and
parents, establish Human Services,
paternity when Administration for
necessary, Children and
establish orders Families
for support, and
collect and
distribute child
support
payments.
Unemployment To provide Department of 2.7 2.7 0.3 3.0
Insurance unemployment Labor,
benefits to eligible Employment and
workers who are  Training
unemployed, Administration
through no fault of
their own, and
meet other
requirements of
state law.
Food Stamp To provide basic  Department of 24 2.5 2.6 5.1
nutrition to low- Agriculture, Food
income and Nutrition
individuals and Service
families.
TANF To provide time Department of Not currently 1.5° 0.8 2.3
limited assistance Health and available
and work Human Services,
opportunities to Administration for
needy families. Children and

Families
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Dollars in billions

Expenditures for Program Administration

Federal Federal State Total
administrative = administrative = administrative = administrative
Program expenditures expenditures expenditures expenditures
Program purpose Federal agency for FY 2005 for FY 2004 for FY 2004 for FY 2004
Programs administered by the federal government
FFEL To provide below- U.S. Department 0.2° 0.2 Not applicable 0.2
market, variable- of Education,
interest-rate, long- Office of Federal
term loans to Student Aid
defray tuition
costs for students
enrolled in
participating
postsecondary
schools.
Pell Grant To provide grants U.S. Department 0.3° 0.3° Not applicable 0.3
(not required to of Education,
be repaid) for Office of Federal
undergraduate Student Aid
students.
Source: Departments of Health and Human Services, Agriculture, Labor, and Education; and Office of Management and Budget.
Note: Total expenditures may not equal sum of federal and state expenditures due to rounding.
*Federal law allows states to spend up to 15 percent of their TANF block grants on administrative
functions, which do not include spending on systems. The amount presented here represents the
total spending for administrative functions and spending on systems. The most recent available data
are from 2004.
*In addition to this amount, the Office of Federal Student Aid paid $549 million in administrative funds
to guaranty agencies for the FFEL program in 2005 and $613 million in 2004.
‘This figure represents administrative payments to institutions. In 2004, the Office for Federal Student
Aid spent a total of $117 million for the administration of all student aid programs and a total of
$719 million in 2005 for the administration of all student aid programs.
Federal Mandates May The federal government and some states have outsourced in response to

Influence Outsourcing

federal mandates to automate or centralize certain functions of human
services programs. For example, the Personal Responsibility and Work
Opportunity Reconciliation Act (PRWORA) of 1996 required states to
establish a central unit for receipt and disbursement of child support
payments from non-custodial parents and employers. According to data
reported by the federal program office in March 2005, 27 state programs
for child support enforcement have contracted with private companies to
handle all or some of these functions. The federal government provides a
66 percent match to state spending for most of the administration of child
support enforcement.
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PRWORA also required states to implement electronic benefits transfer
(EBT) systems for the reimbursement of food stamp benefits. EBT allows
food stamp recipients to use a plastic card, much like a debit card, to pay
for their food from authorized retailers and have the benefit deducted
from the household’s allocation. EBT contracts generally include a range
of programs and support functions, including customer service. It is this
complete group of services, often referred to as “bundled,” that are
included under the term “EBT” and for which states contract out. All

50 states and the District of Columbia provide Food Stamp benefits
through EBT. Forty-eight states and the District of Columbia have
contracts with private companies to provide all or some of these EBT
services. The federal government provides a 50 percent match for most
EBT and other administrative functions for states. Some states combine
the distribution of benefits for Food Stamps with cash assistance under
TANF. As such, some states spend TANF funds for the administration of
their EBT systems. Thirty-six states distribute TANF benefits via EBT in
combination with Food Stamps and other programs. While not mandated
to do so, some Unemployment Insurance programs are redesigning their
benefits systems to provide efficient and cost-effective services to
unemployment insurance customers through electronic submission of
applications and wage and tax data. Through federal unemployment taxes,
the federal government provides all of the funding for the administration
of Unemployment Insurance programs at the state level.

The 1998 reauthorization of the Higher Education Act of 1965 mandated
the Office of Federal Student Aid (Student Aid) to integrate its separate
computer systems, improve service to its customers and employees, and
reduce its operational costs. Through the use of contractors, Student Aid
is replacing these separate computer systems that aid the office in
performing business operations such as determining eligibility, processing
aid applications, and disbursing grants and loans with integrated computer
systems. Through integrated computer systems, Student Aid will be able to
streamline data sharing among schools, lenders, and its offices and
eliminate system redundancies. The Higher Education Act also requires
Student Aid to establish appropriate administrative, technical, and
physical safeguards to ensure the security and confidentiality of privacy-
protected information used in these systems. In 2004 and 2005, Student
Aid spent about $500 million annually on information technology related
to its programs.
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Most States Perform
Some Functions
Offshore in Four
State-Administered
Programs, but No
Offshoring Is
Occurring in Two
Federally-
Administered Student
Aid Programs

In the four state-administered programs we reviewed, 43 of 50 states and
the District of Columbia have offshoring in one or more programs, but we
did not find occurrences of offshoring in the two federally-administered
programs. Offshoring occurs most often in the Food Stamp and TANF
programs. We also found offshoring in Unemployment Insurance and
Child Support Enforcement programs, but in fewer states. While the
magnitude of expenditures on offshored services appears to be relatively
small, we could not determine the specific amount of these expenditures
for several reasons. Services most frequently reported as being performed
offshore include customer service for the Food Stamp and TANF
programs, and software development for the Unemployment Insurance
and Child Support Enforcement programs. In all four programs, state
officials rarely contracted directly with foreign companies to perform
these services. Rather, state officials used U.S. contractors that either used
subcontractors that performed the work offshore or used their own
workers located offshore. In the federal student aid programs we
examined—the Pell Grant and FFEL—we found no occurrence of
offshoring. Education’s efforts to safeguard high-risk work in these
programs, through security screenings for contractor employees, has the
effect of limiting the extent to which services can be performed offshore.

Most Offshoring Occurs in
the Food Stamp and TANF
Programs

Forty-three of 50 states and the District of Columbia have offshoring in
one or more of the four state-administered programs. Offshoring was most
often cited by state program directors and contractors in the Food Stamp
(31 of 51) and TANF programs (16 of 51). Occurrences of offshoring were
less frequently reported by state program directors and contractors in the
Child Support Enforcement (12 of 51) and Unemployment Insurance
programs (8 of 51). Of the state program directors we surveyed, most
reported that they knew where services are performed and reported no
offshoring in their contracts, but several state officials said they were
uncertain about offshoring in their contracts. State officials most
frequently reported that there was no offshoring in their contracts because
they closely monitor contracts and know where the services are
performed. However, our survey of contractors uncovered additional
occurrences of offshoring in all four programs in some contracts for which
state officials had reported either that no offshoring was occurring or that
they were uncertain whether offshoring was occurring. In 16 states, we
found offshoring in certain contracts where state officials had reported
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that the contractor performed all services within the United States.” Figure
1 shows the states and programs in which state officials and contractors
reported offshoring in one or more contracts (including the 16 states) and
also provides information on the total number of reported occurrences of
offshoring in each of the four programs.

*We also found offshoring in one of these states in which a state official was uncertain
about the location where contracted work was performed.
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____________________________________________________________________________|]
Figure 1: Offshoring in Four State-Administered Programs in 2005, as Reported by
State Program Directors and Contractors
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Child
Support Food Unemployment
Enforcement Stamp Insurance TANF
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A Programs with at least one contract with offshoring
—— Programs that did not provide a survey response

Source: GAO survey.

“The sum of the totals for the four state-administered programs exceeds 51 (50 states plus D.C.)
because offshoring was reported in more than one program in some states.
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Magnitude of Spending on
Offshored Services
Appears to Be Relatively
Small, but Is Difficult to
Determine

The magnitude of spending on offshored services in the four state-
administered programs appears to be relatively small with respect to total
spending on outsourced services, but is difficult to quantify. In total,
administrative spending across the four programs was about $15.7 billion
in fiscal year 2004. At the time of our review, the four programs had about
5,606 contracts valued at approximately $1.8 billion (or 12 percent of total
administrative spending).’ The total value of the 83 contracts where some
offshoring occurred was at least $335 million. For nine of these contracts,
state officials did not report total contract costs. The contracts with
reported offshoring comprised 2 percent of the total number of contracts
and about 18 percent of the total spending for all contracted-out services
across the four programs. However, the magnitude of actual spending on
the offshored services we identified is likely considerably lower than
$335 million because for many of the contracts with some offshoring, the
bulk of services are performed in the United States. For example, the U.S.
company that holds the majority of state contracts with some offshoring in
the Food Stamp and TANF programs estimated that services performed
offshore constituted less than 3 percent of the total services provided
through these contracts. Similarly, a contractor providing services to
several child support enforcement programs stated that offshored
computer software programming comprised less than 1 percent of the
total package of services provided to states. Figure 2 shows the estimated
spending on contracts with some offshoring out of the total spending on
administration across the four state-administered programs.

There were an additional 201 contracts (for a total of 5,807) for which we did not receive
values.
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Figure 2: Estimated Spending in 2005 on Contracts with Some Offshored Services
in the Four State-Administered Programs, Relative to Spending on Outsourced
State Contracts and Total Administrative Spending

Estimated spending on contracts with offshoring

18% $335 million
83 contracts

with some
offshored
$1.8 billion services
5,606
outsourced
contracts

$15.7 billion
Total administrative spending FY 2004

Source: Departments of Health and Human Services, Agriculture, and Labor; Office of Management and Budget ; and GAO survey.

The level of spending on contracts with some offshored services varies
considerably among the four state-administered programs. As shown in
figure 3, spending on contracts with some offshored services constituted
30 percent or more of total spending on outsourced contracts in the Food
Stamp and Child Support Enforcement programs. The comparable
percentages for the TANF and Unemployment Insurance programs are
considerably lower.
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Figure 3: Estimated Spending in 2005 on Contracts with Some Offshored Services in Each State-Administered Program,
Relative to Spending on Outsourced State Contracts and Total Administrative Spending

Food Stamps

$394 million
8% | outsourced

contracts

$5.1 billion
Total administrative spending FY 2004

Child Support Enforcement

$527 million
outsourced
contracts

$5.3 billion
Total administrative spending FY 2004

TANF?
3%
$18 million
o,

41% . in contracts
$160 million with some
in contracts $725 million offshored
with some outsourced services
offshored contracts
services

$2.3 billion

Total administrative spending FY 2004

Unemployment Insurance

- 1%

30% $1.3 million
$158 million in contracts
in contracts $194 million with some
with some outsourced offshored
offshored contracts services
services

$3.0 billion
Total administrative spending FY 2004

Source: Departments of Health and Human Services, Agriculture, and Labor; Office of Management and Budget; and GAO survey.

*Because of data limitations, the TANF figures for outsourced contracts and contracts with some
offshored services are understated to some extent. In some cases, EBT contracts were jointly funded
with Food Stamp and TANF dollars, but we were unable to disaggregate the amount of funds
provided by each program. In such cases, we allocated the entire annual contract amount to the Food
Stamp program.

State officials in seven states provided estimates for their Food Stamp or
TANF contracts of the percent of contract spending represented by
offshore services and these estimates ranged from 3 to 39 percent of the
total expenditures for each contract. However, it is unclear whether this
range of estimates reflects levels of offshore spending in the other
contracts with offshoring. The state officials who provided these spending
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estimates did not report expenditure data for each service in their
contracts. For example, officials in New York told us that they do not
receive itemized lists of costs for each service from their contractors who,
in some cases, consider the information proprietary. The contractors
providing services to states also reported that prices were not itemized,
that companies sometimes use the same resources for many states or for
private clients, and that the costs for specific services cannot be calculated
for any one contract.

Services Most Frequently
Reported as Being
Performed Offshore
Include Customer Service
and Software Development

In the Food Stamp and TANF programs, state officials reported that
contractors most frequently offshored certain customer service functions
related to EBT systems. EBT systems encompass a wide a range of
services and state officials reported that call centers with human operators
and staff help desks were the services EBT contractors most frequently
performed offshore. EBT call centers were offshored in 24 states.
Typically, the offshoring scenario for call centers is when a food stamp
recipient calls into the automated system to report a lost or stolen EBT
card, inquire about balances, or obtain other assistance for example. The
recipient can choose an option to be connected to a customer service
representative. The telephone call is then routed to an offshore location,
such as India if they are an English speaker or Mexico if they wish to
speak to someone in Spanish, where a person in a call center handles the
call. Staff help desks work much like call centers with human operators,
but are typically available to help state program staff solve administrative
problems such as accessing data from the EBT system. Staff help desks
were offshored in 10 states. Figure 4 provides more details on the extent to
which various types of EBT system services are performed offshore.
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____________________________________________________________________________|]
Figure 4: Typical Services Included in EBT Systems Contracts and Extent to Which
the Services Are Performed Offshore in the Food Stamp and TANF Programs

Services most frequently offshored

o Live customer service representatives available 24 hours a day,
7 days a week for clients and merchants

e Help Desk for state and local staff

Services sometimes offshored
e Card issuance and personal identification number (PIN) selection
® Electronic benefits transfer (EBT) system software development
® Back-up training for EBT-only retailers

Services rarely or never offshored
® Project and contract management
e Project and system documentation
® EBT system hardware
¢ Online state/local office access to the EBT system
e Training materials for state, client, and EBT only retailers
e EBT account set-up and maintenance
® EBT transaction processing
e Daily settlement and reconciliation
® Daily and monthly reporting
e Installation of EBT machines and training for merchants
¢ Providing access to the EBT network for Third Party Processors (TPP) such as banks
* Maintaining systems that allow benefit recipients to use EBT cards across states

Source: GAO surveys of and interviews with state officials and contractors.

EBT contracts include a range of programs and support functions. EBT
contractors told us that customer service is considered a support function.
Contractors also said that certain other services may be performed
offshore, including claims investigations when an EBT cardholder
suspects a problem, supplemental software programming, and data entry.
Contractors that provide some EBT services offshore said that even when
the majority of a service is performed in the United States, backup
services can operate offshore. For example, an offshore call center can
assume the overflow workload of a U.S.-based call center in responding to
benefit recipients.
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In the Unemployment Insurance and Child Support Enforcement
programs, the services most frequently performed offshore are software
development and related services.” The services contractors performed
offshore for Unemployment Insurance fell into three general areas:
development of software for a computer system (e.g., a case management
system), development of Web-interfaces (the actual systems the public
would use), and computer system maintenance.® In four of the five states
in which program directors reported offshoring in the Unemployment
Insurance program, the offshoring occurred in contracts to convert all or
some of a mainframe computer system to a Web-based system. In child
support enforcement programs, the service contractors most often
performed offshore was software development.’ State program directors
provided examples of services performed offshore in their contracts in the
areas of software programming, Web development, and computer
maintenance. The following examples illustrate the services that particular
states have offshored in these programs:

Software Programming: In South Carolina, the contractor hired to
update the state’s system for managing employer taxes is using software
programmers in India to develop the new system. In Wisconsin, while the
actual software programming was conducted in the United States, the
contractors used an offshore help desk to obtain technical assistance in
conducting software programming services. In several child support
enforcement programs, the software designed for payment machines used
in handling the receipt and disbursement of child support payments was
created offshore. While the payment machines are housed and operated

"Across the four programs, state officials less frequently cited services such as document
management, Web site development, and interpretation and translation as being performed
offshore.

®Indiana has created an electronic payment card that Unemployment Insurance recipients
can use for making purchases and withdrawing cash and will outsource this service to a
private company. This new service suggests that Unemployment Insurance programs may
be moving toward contracting out for services beyond software programming.

*We obtained this information from our survey of contractors. State officials that
responded to our survey did not report software programming as being performed
offshore. One child support enforcement official reported offshoring in genetic testing.
While all states conduct genetic testing as part of child support enforcement, only one state
official indicated that genetic testing was performed offshore. This official explained that
genetic testing could be performed anywhere within the United States or outside of the
United States, depending on where the non-custodial parent resides. As such, the company
with which the state contracts could subcontract with foreign private physicians or
companies to perform these tests if the non-custodial parent resided outside the United
States.
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within the United States, the company that produces the software that
runs a part of the machine’s operating system creates the software in
India.

Web Development: In New Mexico the contractor performed Web
development services in India as part of the development of the front-end
system to allow the public to file on-line claims.

Maintenance: Contractors for Washington and Montana offshored the
periodic maintenance work required when the state needs assistance with
a particular machine or for periodic testing on a system. Contractors for
Washington conducted the offshored maintenance work from a variety of
locations depending on the time of day the request was initiated.
Contractors for Montana conducted the maintenance work in Poland for
any upgrades to the system.

Contractors Most Often
Perform Offshore Services
through Subcontractors
that Operate in India and
Mexico

Offshoring in the four state-administered programs almost always
occurred when U.S. companies subcontracted with companies that
performed work offshore. Generally, states did not directly contract with
foreign companies." As 