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Executive Summary
On August 21, 2008, the California Public Utilities Commission (Commission) approved Decision (D.) 08-08-029: Decision Adopting a Pre-Qualification Requirement for the California LifeLine Telephone Program and Resolving Remaining Phase 2 Issues (Decision).  This Decision directed Communications Division (CD) to hold “a workshop to discuss pre-qualification implementation issues” associated with the changes to the California LifeLine Telephone Program (California LifeLine or LifeLine).  By ordering the pre-qualification requirement, the Commission addressed concerns about customers who received immediate LifeLine benefits upon signing up with their carrier, but were back-billed
 if they failed to qualify.  Pre-qualification requires consumers to pay regular rates until such time as they successfully qualify for LifeLine.  Once the consumer is approved to receive the California LifeLine discounts, he/she will receive a credit between the regular rates and the LifeLine discounted rates.

Workshop participants addressed several topics such as updating certification and verification forms, letters, tariffs, websites, scripts, modifying information technology systems and interactive voice response (IVR) systems, redefining allowable claims, handling the transition period, coordinating with various stakeholders, training call center staff and outreach entities, and advertising the new pre-qualification requirement.  CD staff gathered information on possible milestone dates, problems or issues that needed to be addressed during implementation, and participants’ preferences and priorities.  Consensus was not reached among workshop participants on many of the issues.  
This report describes and summarizes the content of the workshop discussion.  There are four appendices accompanying this report to provide the following information, list of workshop participants, Solix, Inc.’s (Solix) presentation, AT&T’s software modification module, and chart comparing treatment of current and new California LifeLine customers.  
Background
The Decision adopted a pre-qualification requirement for California LifeLine to decrease administration costs, to improve the program’s efficiency, to enhance consumers’ perception about California LifeLine, and to reduce the burdens on LifeLine applicants who do not qualify. In adopting the pre-qualification requirement, the Commission aimed to eliminate the back-billing problem that has caused at least 1.2 million incidences and can potentially produce over a half a million incidences annually in the future.
With pre-qualification, consumers applying for LifeLine will not begin to receive any LifeLine benefits until they are certified as eligible by the Certifying Agent (CertA).  Solix is the current CertA under contract with the Commission. Once the CertA deems the applicant as eligible, the LifeLine customer will be credited the difference between the regular rates and the LifeLine discounted rates.  The carrier must inform the LifeLine participant that he/she has the option of receiving a mailed check upon request if their bill shows a net credit balance of greater than $10.00.  

In addition, the Decision explicitly ordered the carriers to disclose to potential LifeLine applicants the available deferred payment plans for non-recurring charges and deposits for basic service, the required deposit amounts, and the itemization of possible deposits on the first bill. The deposit for basic service must be refunded to the LifeLine applicant upon successful certification.

General Order (GO) 153 was updated by the Decision to reflect the new rules related to the pre-qualification requirement.  

Updating Solix’s Forms and Letters
Solix presented a summary of the proposed changes to their forms in a PowerPoint presentation.
  The presentation included examples of forms that would require changes, as well as suggested alternate wording.
Kelly Hymes, Commissioner Grueneich's advisor, asked about additional changes to the Certification Letters.  Specifically, she asked that Solix provide an example of how the LifeLine Approval letters can be updated to inform the customers of how/when they will begin to receive the LifeLine discount, what refunds they will receive for the non-LifeLine rates previously paid, and the option of receiving a refund check or bill credit.  A few carriers stated that Solix’s approval letter should include billing adjustment notification.  Solix agreed to research the question and report back to CD with their findings. 
A Community Based Organization (CBO) asked about Denial forms, and whether standardized appeal forms could be added to assist applicants who believe they were denied incorrectly.  CD staff indicated that adding or modifying forms not related to pre-qualification is outside the scope of the workshop.  Both CD staff and Telscape noted that the overwhelming majority (about 90%) of denials are due to applicants not returning their forms.  Failing to return a form is not subject to appeal.

Staff Conclusion

1. CD staff will work with Solix, carriers, the LifeLine Working Group, and the LifeLine Administrative Committee on updating forms and notifications.
Filing Advice Letters to Update Tariffs
Carriers questioned whether advice letters should be filed under Tier 1 or Tier 2 to effect tariff changes to comply with the new pre-qualification rules.  CD staff advised carriers to file the necessary tariff changes to reflect all LifeLine pre-qualification rules by June 1, 2009.  

Staff Conclusion 

1. According to Decision D. 07-09-019, both Uniform Regulatory Framework (URF) and non-URF carriers may file tariff changes related to pre-qualification rules under Tier 2, with a 30-day notice to customers.  See an excerpt below:
7.2 Matters Appropriate to a Tier 2 Advice Letter (Effective After Staff Approval)
By submitting an advice letter in Tier 2, a Utility represents that the advice letter is properly filed in Tier 2, and that the Utility has complied with the applicable customer notice requirements, as set forth in Industry Rules 3 to 3.3 and as referenced in this Industry Rule 7.2.  Pursuant to General Rule 4.2, the Utility must document its compliance with applicable customer notice requirements; if an advice letter accepted for filing is found not to have been noticed in compliance with these requirements, Staff will reject the advice letter without prejudice.  If a Tier 2 advice letter has not been suspended by staff by the end of the initial 30-day review period, the Tier 2 advice letter is deemed approved.  
2. A customer notice to inform customers of any tariff changes is needed at least 30 days in advance of the tariff changes’ effective date.
Modifying Information Technology Systems
Carriers identified the following areas for Information Technology systems (IT) work required under the new pre-qualification guidelines:

1. Change billing system to bill new LifeLine applicants at the regular rate.  Flag new LifeLine customers indicating that they are waiting for third party certification.  

2. Upon certification approval from Solix, the carrier will change the customer’s basic tariffed rate to the LifeLine rate, set the anniversary date, and charge the service connection/conversion fee, refund the non-recurring charges and deposit for basic service, issue a bill credit, and issue a refund check upon customer request if the net credit balance is greater than $10.00 (as applicable). 

3. Calculate a credit on the difference between the tariffed rate and the LifeLine rate for LifeLine certified customers for the period between the Application Date (date of initial request for LifeLine service) and the Certification Date.  
4. Issue a bill credit (or a refund check) according to tariffs and G.O. 153 rules.

5. For those applicants denied eligibility, carriers’ billing systems will no longer trigger a service regrade or back-billing.  The systems will convert this class of customer from “pending LifeLine certification” to regular tariffed customer.

Before the workshop, AT&T offered a high-level overview of what it sees as the necessary IT pre-qualification implementation areas that would require modification.
  Staff encouraged other carriers to use AT&T’s implementation module as a guide for planning IT changes.  
Staff Conclusions

1. Carriers need to make all necessary changes to IT systems in time for the July 1st implementation date.
a. These changes include modifications for the pre-qualification rules, as well as the option for customers to receive a refund check upon customer request if the net credit balance is greater than $10.00 (in accordance with the rules of the Decision).
2. Given the lack of specificity resulting from the workshop’s discussion regarding this topic, CD staff needs more information regarding each carrier’s plans, including a timeline, cost estimates (broken out by cost categories i.e., IT, Training, etc. and identified as  either “one-time” or “ongoing”), and budget, to fulfill the requirements of the new pre-qualification rules.
3. CD will send a letter to all carriers requesting the above information.
Rules for Claiming Conversion Charges 
Carriers discussed the additional work required under pre-qualification rules.  Most carriers consider the LifeLine customer application process to be a two-step process.  The first step is to generate a work order to flag the customer as being a LifeLine applicant with billing set at the regular rates (under the new “pre-qualification” rules).  The second step is to convert the LifeLine applicant to a LifeLine customer, and make all necessary changes to apply LifeLine rates and issue adjustments on the difference between regular and LifeLine rates.  
Carriers stated three concerns.  The first is whether a conversion charge should be levied at the beginning of the process (“Application Date”) or when a customer qualifies (“Certification Date”).  The second is whether and how the carriers can be compensated for work done under Step 2 if a customer fails to qualify.  Lastly, how connection charges for new customers (requesting installation of initial service), and existing customers changing their status should be addressed.
According to G.O. 153, a “connection charge” is a charge pertaining to the installation of telephone service.  Throughout the workshop discussion, “connection charge” and “installation charge” were used interchangeably.  On the other hand, a “conversion charge” is a charge to compensate carriers for the cost of switching a customer’s class, type, or grade of service (such as basic rate service to LifeLine or flat rate to measured rate service).
Under existing LifeLine rules, an existing customer is billed $10 for converting their service from regular rates to LifeLine rates or from flat rate to measured rate, and the carrier claims their lost revenue, the difference between their tariffed conversion charge and $10, from the LifeLine fund.  If the customer is new to the carrier, they are charged a connection/installation charge of $10, with the Federal program subsidizing part of the cost for the Eligible Telecommunications Carriers (ETC) and the California LifeLine program subsidizing the rest.  
Under pre-qualification rules, AT&T said that it will charge new customers the connection fee as before (for new customers who also request LifeLine), but defer the conversion charge for current customers requesting LifeLine until the customer is successfully certified for LifeLine.  Customers will be billed the full connection charge up front; however the conversion charge will be deferred until receipt of Solix confirmation that the customer is certified.  The Fund would reimburse AT&T the lost revenues for the connection charge (initial installation), or lost revenue from the conversion charge (converting regular rates to LifeLine rates) only upon the customer successfully completing the new certification process.  Some of the small incumbent local exchange carriers (ILEC) stated that they will not refund the conversion fee charged if the customer fails to qualify for LifeLine.  
Verizon noted that there will be no change in its billing policy under the pre-qualification rules.  It will continue to offer new LifeLine customers the option to pay the connection cost in three installments.  For existing customers who request LifeLine, Verizon will defer billing on the conversion charge until Solix confirms the customer’s certification.  It will no longer be necessary to refund the conversion charge if the customer fails to qualify because the customer will not have been charged when they requested LifeLine. 

Other small ILECs stated that they have different conversion and connection billing practices.  Calaveras Telephone Company stated that it bills an $8 service order fee, similar to a conversion fee, and it is not refunded to customers if they fail to qualify.  This fee represents the cost to the telephone companies to process a new service order to convert a customer’s billing from regular tariff rate to LifeLine rate.
The small ILECs stated that considerable costs are incurred in processing LifeLine applications regardless of whether a customer ultimately qualifies for LifeLine or not.  Moreover, the small ILECs do not believe changes to the Commission’s conversion fee policies should be considered in connection with the implementation of pre-qualification, which the small ILECs understood to be the focus of the workshop.
Telscape concurred, and noted that additional administrative work would be required due to the new pre-qualification rules.  The work would include on-going incremental costs in processing the additional service order upon certification from Solix, issuing refund checks or bill credits, and converting certification denied customers back to regular rate (from “pending certification”).

Some small ILECs and CLECs requested clarification on “lost revenue” on extra work required to initiate a second work order under pre-qualification.  Carriers would have to issue a new work order to either convert a LifeLine Applicant to certified LifeLine customer, or to convert a Solix-denied LifeLine Applicant back to regular rates.  The small ILECs urged that if, notwithstanding their objections, the Commission were to require that conversion fees be refunded when customers apply for LifeLine and are denied, the costs of processing LifeLine applications should be recovered as lost revenue from the LifeLine fund.  The small ILECs believe that the LifeLine program should reimburse all of carriers’ incremental costs associated with provisioning LifeLine service and processing LifeLine applications.  According to the small ILECs, failure to allow reasonable recovery for the costs of processing failed LifeLine applications would violate the assurances under the program that carriers would be made whole for incremental LifeLine-related costs.
Some carriers asked for clarification on the following questions:   

1. Are carriers permitted to assess a conversion charge at the beginning of the LifeLine application process?

2. Are carriers required to refund the conversion fee if the customer fails to qualify for LifeLine?  

3. If the customer fails to qualify for LifeLine, can a “conversion charge” be assessed under the rules of the LifeLine program?  
Staff and carriers discussed whether carriers can charge a conversion fee under pre-qualification rules.  AT&T, Verizon and some small ILECs contended that when customers are changed from regular tariffed rates to LifeLine rates, and vice versa, the change is qualified as “change of class” under G.O. 153, Section 8.1.3.2.  Therefore, carriers are allowed to charge a conversion charge at the time when customers are switched between regular and LifeLine rates.

Staff Conclusions 

1. CD staff needs to provide clarification on when conversion charges apply.

2. Carriers have different approaches for billing the conversion charge.

3. CD staff needs to redesign the LifeLine claim form to ensure that only counts for new certification approved customers are included.

Redefining LifeLine Claims for New Customers, One-Time Implementation Costs, Ongoing Implementation Costs, and Bad Debt 
Staff provided carriers a sample list of reimbursable costs related to implementation of pre-qualification.
1. One-Time Pre-qualification Implementation Costs

a. IT System Changes

b. Script Changes (if new script is approximately the same length as the old script)

c. Customer Service Representative (CSR) Training

d. CSR Manual Revisions

e. Tariff Changes

f. Carrier’s Customer Notification Letter

g. Carrier Annual Notice

h. Bill Inserts

2. Ongoing Pre-qualification Implementation Costs

a. Refund Check Process

b. Script Changes (if new script is longer than the old script)

If updated CSR scripts are the same length, then the only claimable amount is the cost to change the script itself.  On an ongoing basis, if the script is longer, this would result in higher transaction costs for the carrier to offer California LifeLine to potential applicants.
Staff also informed the carriers that they will also need to modify the information presented to customers to reflect the new pre-qualification requirements in these areas:

· Annual Notices 

· Bill Inserts

· Carrier Directories

· Carrier Websites

· Phone Systems  – change the IVRs (including 24 hour information hotlines)

Some carriers noted that pre-qualification rules disallow LifeLine discounts until customers are certified by Solix.  New customers then receive retroactive benefits from the Application Date.  Carriers sought clarification from Commission staff as to how to report the retroactive claim for these new customers.  They asked whether they should file an amended claim to include customers who receive retroactive LifeLine discounts.  Staff responded that competitive local exchange carriers (CLEC) that claim the cost factor for administrative costs may use the “True-up” line on the standard claim form to report the retroactive claims.  Staff may consider revising the claim form to make recording these amounts easier.

Carriers noted that back-billing issues are moot under the pre-qualification rules.  However, they sought clarification as to whether claims for bad debts will be allowed after July 1, 2009.  Staff responded that carriers may continue to file for bad debt claims resulting from non-payment of LifeLine charges only.  The bad debt claims relating to back-billing under the First Contact system will be allowed after July 2009 and should eventually be phased out by the end of 2009.   
Attendees also raised the issue regarding increasing the income requirement for LifeLine applicants from the current approximation of 150% of the Federal Poverty Guideline (FPG) to 200% of the FPG.  

Staff Conclusions 

1. Staff will need to revise the claim form to make it easier for carriers to make retroactive claims.

2. The “True-ups” line on the claim form is the appropriate place to report any retroactive claims.

3. Staff will need to define the appropriate implementation costs associated with pre-qualification that carriers can claim from the Fund. 

4. Bad debts may continue to be claimed from the Fund after the pre-qualification implementation, but only for customers failing to pay LifeLine related charges.

5. Bad debts related to unpaid back-billing charges are expected to decrease with the implementation of pre-qualification, and be phased out all together by the end of 2009.

Handling the Transition Period
Carriers asked about denied applicants who reapply under pre-qualification rules.  Staff responded that if a customer applies under “First Contact” and is denied, a subsequent application (after June 30, 2009) would be handled under the pre-qualification rules.  Reapplications cannot “grandfather” back to the first application date.

Carriers also questioned how a customer that calls for service before June 30th, but the customer data upload does not reach Solix until July 1st or 2nd, should be treated.  Likewise, a customer could call in June and ask for service to begin in a subsequent month (apartment lease beginning in July, moving to a new town, etc.). Carriers wanted to know whether the customer would fall under the pre-qualification requirement. 
AT&T noted that their system is unable to handle two separate LifeLine systems concurrently.  Therefore, AT&T proposes that a customer who calls in June would be processed as a First Contact, regardless of the service start date.  
Some carriers noted that complications in processing orders during the transition period may occur because their order systems may not handle existing and pre-qualification guidelines.  As such, the idea of holding off pre-qualification orders until after July 1, 2009 was raised.  Staff stated that there would be no extensions of time for implementation of pre-qualification.  
Carriers also wanted to know if they can disclose both existing and pre-qualification programs to customers.  They are concerned that consumers may get upset if they are not informed about the pre-qualification change beginning July 1st.  Telscape expressed a concern about order delays caused by ILECs which could subject some of its customers to the pre-qualification guidelines if the service order date (initiated in June 2009) is postponed to July 1, 2009 or later.  Their concern was that it may cause a financial burden to those customers because they will be billed the full rate until they are certified, and that customers may complain that they are not fully informed of the program changes occurring after July 1st.  Telscape asked if it can disclose the change of program during the transition period to eliminate any potential complaints.
Staff Conclusions 

1. Carriers need clarification as to whether customers with a service date of July 1, 2009 or later would be handled under the pre-qualification requirement despite the customer contacting the carrier prior to July 1, 2009 to request for service.  Staff will need to modify GO 153 to provide further clarification on this issue.
2. Currently, carriers cannot submit customers to Solix for certification until the service start date.
Updating Various LifeLine Websites 
Workshop participants mentioned four websites that will need to be updated to account for the new pre-qualification requirement.  They are the CPUC’s website, the Solix-maintained website (www.californialifeline.com), the Public Advisor Office (PAO)’s (www.calphoneinfo.com and TEAM websites), and carriers’ websites.  Some carriers expressed interest in linking their websites to the CPUC’s website.  The small ILECs noted that not all carriers have websites.  Workshop participants suggested having consistent information on all websites.  Participants proposed a date of June 15, 2009 as the date for all websites to be updated.

Some workshop participants were concerned that the outreach entities would not have the appropriate tools at their disposal to inform customers about the pre-qualification rules.  Staff informed participants that Richard Heath and Associates, Inc. (RHA) has created a website specifically for outreach entities under contract with RHA. 

Solix identified several areas in www.californialifeline.com that will need to be revised such as the home page, Frequently Asked Questions page, etc.

Participants also asked when the recent changes to G.O. 153 will be reflected.  
Staff Conclusions 
1. All stakeholders’ websites including the CPUC’s website, the Solix-maintained website (www.californialifeline.com), PAO’s websites, carriers’ websites (if available), and RHA’s outreach entity website will need to incorporate information about the pre-qualification requirement.
2. Carriers have the option of linking their websites to any of the CPUC’s websites.

3. Disseminating consistent information to the public online, and via other means is encouraged.  Staff finds it beneficial to provide stakeholders approved language regarding the pre-qualification requirements.

4. For those carriers with websites that will need to be updated to include the pre-qualification requirement, the timing of this update depends on when the carriers will be providing their customers written notification of the pre-qualification requirement.  Therefore, these dates may vary.  In AT&T’s case, because it intends to inform its customers about the pre-qualification requirement starting June 1, 2009, it would be reasonable to update its website by June 1, 2009.  However, other carriers may choose different dates.  The important point is to have each respective carrier’s customer notification date coincide with the deadline for updating its website.

5. It would also be logical for the CPUC’s website, the Solix-maintained website (www.californialifeline.com), PAO’s websites, and RHA’s outreach entity website to be updated by the time the first carrier begins notifying its customers about the pre-qualification requirement.  This ensures that the public has reliable sources of information as needed.  No other carrier aside from AT&T stated that it will begin informing its customers by June 1, 2009. 
Updating Call Centers’ and Interactive Voice Response (IVR) Systems’ Scripts and Information
The Consumers Affair Branch (CAB) and Solix indicated that they intend to train their call center representatives beginning on June 1, 2009.  Solix stated that its training program will last one to two weeks.  AT&T specified the need for a month and a half to fully train its call center staff. 

Staff conveyed the importance of preparing call center representatives or any other customer point of contact before each carrier informs their customers of the pre-qualification requirement.  These representatives should be ready and able to answer any questions and/or provide accurate information to consumers.
Commission staff agreed to review Solix’s scripts for the Outbound Dialer and IVR system to determine if any changes or updates are needed.
Participants discussed the format, timeframe for submission and review, and content of the script revisions.  Staff identified a red-line version as the preferred format for the review process.  Staff encouraged carriers to provide drafts of their revised call center scripts sooner than April 1, 2009 to allow sufficient time to acquire approval and to train their call center staff.  Staff suggested a submission deadline of March 1, 2009 for drafts and April 1, 2009 for the final versions of the revised call center scripts.  Staff also estimated that it will need a month to review and approve all of the carriers’ call center script revisions.  AT&T stated that it will need its finalized script approved by April 15, 2009 to allow for ample training time of its call center staff.

AT&T proposed that the content review encompass the G.O. 153 requirements, and not be based on “wordsmithing” since people have different ways of expressing ideas.  However, the PAO suggested that carriers use simple words, equivalent to a third grader’s reading capability, and not jargon in their call center scripts.  Staff mentioned that factual accuracy and clarity will be the main elements in the review.

Staff Conclusions 
1. It would be beneficial and reasonable to have the call centers of CAB, Solix, RHA, and AT&T fully trained and prepared to respond to any pre-qualification concerns and questions posed by consumers by June 1, 2009 since that is when AT&T will begin educating its customers about the pre-qualification requirement.

2. If other carriers have a different start date for educating their customers about the pre-qualification requirement, then it would also be practical for their call center staff to be fully trained and prepared to respond to any pre-qualification concerns and questions by that corresponding start date.  The valuable component is to have each respective carrier’s customer education/notification date coincide with the preparedness of its call center staff and updated IVR systems, if applicable.

3. All carriers’ call center staff need to be fully trained and prepared to respond to any pre-qualification concerns and questions posed by consumers by July 1, 2009.
4. Training start times, training duration, and carrier customer education start dates influence when scripts should be submitted and approved.  In some cases, a more staggered submission will work better.  Carriers have the option to submit the call center scripts anytime before April 1st, 2009.  
5. Carriers will need time, perhaps at least a month, to provide sufficient training and troubleshooting before the respective carrier’s customer education start date.
6. CD will provide carriers as much direction as possible prior to any deadlines to facilitate a smoother and more efficient process for developing the call center scripts.
Timing of Carriers’ Customer Notifications 
Staff stated that it may not be beneficial to inform consumers about the pre-qualification requirement until July 1, 2009.  Staff and some participants also did not want to confuse consumers by disseminating the information too early, thereby presenting a program with two separate rules at the same time.  Some participants were also concerned that providing information about the requirements before and after pre-qualification takes effect would be confusing to consumers.

AT&T preferred to include information on the pre-qualification requirement in its annual LifeLine notice, which includes the changes to the income thresholds that it distributes in June.  Other carriers agreed that the annual LifeLine notice was a good method of informing customers of the pre-qualification requirement.  Staff understood that including both the changes to the income thresholds and the new pre-qualification requirement in one notice is more cost-efficient.  Staff pointed out that carriers do not necessarily have to include information about the pre-qualification requirement in their annual notices.  Carriers may inform their customers in a separate notice.  Carriers can also choose different dates for sending their customers the program changes.  
Some participants wanted to know whether the CPUC required more than one bill insert to inform consumers about the pre-qualification requirement.  Moreover, some participants pointed out that information about pre-qualification requirement would be more relevant to potentially new LifeLine consumers versus current and verification LifeLine participants.  Additionally, some workshop participants requested the bill inserts to be in large font for the vision impaired.  If the entire insert cannot be in large font, at least the program changes and the toll-free phone number should be bolded or somehow emphasized.

Since the changes to the LifeLine program are significant, carriers need to submit their bill inserts or annual notices to the PAO for review and approval.  Due to the volume of work required to review customer notifications for all carriers with LifeLine customers, the PAO will need 10 business days to review the submitted material.
AT&T and Verizon stated that they do not print their bill inserts in large font.

Staff Conclusions 
1. Having key information in BOLD font can focus the customers’ attention on the changes and new process.
2. CD and the PAO will need ten business days to review updated customer notifications from carriers.
3. Employing whatever means necessary, by all stakeholders, to minimize customer confusion about the pre-qualification requirement will be beneficial to consumers.

Training the Outreach Entities
Staff indicated that RHA will begin training the outreach entities on the pre-qualification requirement beginning May 2009.  The PAO suggested training them sooner because AT&T plans to inform its customers about the pre-qualification requirement starting June 1, 2009.  The PAO believed that training the outreach entities in May 2009 will not give them enough time to complete the training program.

Staff stressed the value of training the outreach entities and of being prepared before any information is disseminated to the public about the pre-qualification requirement.

Staff Conclusions 
1. CD will coordinate the training program and schedule for the outreach entities with RHA.  The training schedule will depend on the number of outreach entities funded by RHA in the Spring of 2009.

2. CD will work with RHA to  update the training and outreach materials to include information about the pre-qualification requirement.

3. CD will share the training materials with the PAO to assist its effort in training its network of outreach entities.

4. CD will work with RHA and the PAO to ensure that the outreach entities are prepared to provide accurate information and to respond to consumers.
Advertising the Pre-qualification requirement  
Staff indicated that any CPUC sponsored advertising regarding the pre-qualification requirement will occur on or after July 1, 2009 throughout California.  However, the advertising schedule is flexible.  Moreover, all marketing and outreach efforts will need to stay within the contract’s budget. 
Staff will work with RHA to update appropriate advertising materials starting in April 2009. The advertising mediums that will be used in future campaigns are radio, television, billboards, outdoor, print, and news releases in various languages. RHA will use Census and Solix’s data to better focus the advertising efforts. For example, RHA will analyze data to determine which zip codes have low response rates. For the current contract, RHA’s approach will be more research-based. Some participants were unaware that RHA was not using Solix’s data to inform its marketing and outreach efforts.
Some participants expressed an interest in having access to the approved marketing and outreach materials.  Staff indicated that because these materials are public, they can be shared.  Staff proposed sharing these materials by e-mail or on the Commission’s website.  
In addition, some participants recommended parallel dissemination of marketing and outreach materials.  Staff encouraged carriers to conduct additional advertising and to share their media buys’ schedules to allow all call centers to adjust to possible increases in call volumes and to improve coordination.

Staff Conclusions 
1. CD will work with RHA to determine the advertising schedule and appropriate mediums to communicate the pre-qualification requirement. 

2. Although parallel dissemination of marketing and outreach materials provides some benefits, the impact on call center volumes, particularly at the RHA call center and other small call centers needs to be considered. CD will work with RHA, outreach entities, and carriers to balance the spread of information. 

3. Advertising the pre-qualification requirement before July 1, 2009 is unnecessary because the requirements only apply to certification consumers.

4. CD will coordinate the updating of the appropriate advertising materials in conjunction with the development of the new campaign elements to save time and resources.  

5. Providing the approved marketing and outreach materials on the CPUC’s website is the most efficient method.

 The Possibility of Adding Additional Languages 
Some participants recommended adding additional LifeLine supported languages such as Russian, Armenian, Burmese, Farsi, and Arabic.  A participant noted that over 100,000 refugees that speak Burmese, Farsi, and Arabic will be added to California’s population.  These refugees will likely have limited English proficiency.  CD indicated that it will research the possibility of augmenting the languages supported by LifeLine.

Solix determined that adding the Russian and Armenian languages to its list of required languages will involve a start up cost of $85,000.  There will also be ongoing yet to be calculated transactions costs associated with mailings, call center etc.
Staff Conclusions 
1. Researching California’s population and demographic trends can help determine the need for additional languages and to re-evaluate the validity of the list of languages currently supported by LifeLine.
2. It would be logical for the languages supported by LifeLine to be consistent with the current and future composition of California’s low-income households.
3. Ongoing or recurring costs of expanding the languages supported by LifeLine are also elements to consider.
4. Consistency across all LifeLine contracts regarding the languages supported by LifeLine, and possibly other CD consumer programs, would also make sense.
Appendix A 
	Workshop Participants


	Last Name
	First Name
	Organization
	By Phone

	Aguirre
	Diana
	Telscape Telephone
	

	Baker
	Sandy
	Volcano Telephone
	P

	Beighey
	Debbie
	Sierra Telephone
	

	Bernstein
	Lorrie
	Moss Adams
	P

	Bogue
	Susan
	RHA
	

	Brichweg
	Drew
	Towne Allponts
	

	Burton
	Linda
	Sierra Telephone
	

	Cantrell
	David
	Sempra Utilities
	P

	Chicoine
	Joe
	Frontier Communications
	

	Clewell
	Kenneth
	Cox Communications
	

	Conner
	Cherrie
	CPUC
	

	Cullen
	Rose
	Volcano Telephone
	P

	Davis
	Gregory
	CPUC
	

	DeVine
	Kyle
	CPUC
	

	Didden
	Chip
	Solix, Inc.
	

	Doleshal
	Christy
	Solix, Inc.
	

	Donovan
	Jack
	Solix, Inc.
	

	Duvall
	Mindy
	Ponderosa Telephone
	P

	Evans
	Marcie
	Cox Communications
	

	Flatt
	Sherri
	Sage Telecom, Inc.
	P

	Gilbride
	Karla
	Disability Rights Advocates
	

	Gonyer
	Melany
	Ducor Telephone
	P

	Grueneich
	Dian 
	CPUC
	

	Haith
	Karen
	Solix, Inc.
	P

	Hankin
	David
	Astound Broadband
	

	Henry
	Chris
	Siskiyou Telephone
	P

	Hymes
	Kelly
	CPUC
	

	Kapetanakos
	Anna
	AT&T
	

	Kocen
	Lorraine
	Verizon West Coast
	

	Kountz
	Glennda
	Kerman Telephone
	P

	Lee
	Alik
	DRA
	

	Long
	Patti
	CPUC
	

	Lupton
	Linda
	SureWest Telephone
	P

	Mailloux
	Christine
	TURN
	P

	Madrid-Salazar
	Virginia
	RHA
	P

	Marion
	Dan
	Solix, Inc.
	P

	McFall
	Casey
	Campaign for Social Justice
	

	Mondon
	Jeffrey A.
	AT&T
	

	Norsworthy
	Galen
	Ducor Telephone
	P

	Northrup
	Esther
	Cox Communications
	P

	O'Lariscy
	Taura
	RHA
	

	Oliviera
	Fernanda
	Latino Issues Forum
	

	Ormiston
	Margo
	Verizon Telephone
	

	Pangilinan
	Michaela
	CPUC
	

	Reynolds
	Tim
	Verizon Telephone
	

	Rodriguez
	Nancy
	CPUC
	

	Roller
	Linda
	Ponderosa Telephone
	

	Romano
	Sheila
	Frontier Communications
	

	Rosvall
	Patrick M.
	Cooper, White & Cooper
	

	Sarem
	Scott
	Blue Casa Telephone
	

	Sauer
	Rosa
	Verizon Telephone
	

	Schein
	Benjamin
	CPUC
	

	Smith
	Scarlett
	Ducor Telephone
	P

	Smythe
	Yvonne
	Calaveras Telephone
	P

	Tardeo
	Edy
	AT&T
	

	Waelty
	Rita
	Ducor Telephone
	P

	Weigand
	Julie
	RHA
	P

	Wein
	Olivia Bae
	National Consumer Law Center
	P

	Wenckus
	Mary Jo
	AT&T
	P

	Williams
	Harold
	CPUC
	


Appendix B
Solix PowerPoint Presentation is available at the following web address:
http://www.cpuc.ca.gov/NR/rdonlyres/195BAEFA-6223-42CA-A1C2-A0AA6C66B057/0/SolixPowerPointPresentation092908.ppt 
Appendix C
AT&T Software Modification Module – 
Implementing Pre-qualification Requirements
IT PROJECT MANGEMENT

· Project Management includes the planning, executing, monitoring and controlling human and material resources throughout the duration of the project and ensures completion on time.
ORDERING SYSTEMS

· Systems used in processing service orders, e.g. systems that provide on-line rate quotes, interview screens, product availability lists, online service order processing, order-entry platforms, etc..

ORDERING SUPPORT

· Online mainframe application used by service representatives to retrieve/update customer account information for billing and collection, service negotiations and sales operations.  Functions include adjustments, display and update account information, notations, bill display, recall of archived account information.
INTERNAL MAINFRAME INTERFACE

· Internal systems/applications that interface with one another reviewed for possible impacts

SOLIX/CARRIER INTERFACE

· Carrier system interface with the Third Party Administrator.

BILLING 

· This may include customer accounts, service order front end, treatment, bill format and presentation, taxes, journals, balance due management, adjustments etc.


TREASURY OPERATIONS & REMITTANCE

· Uniquely identify the deposit associated with basic service, and crediting the deposit once certified.

TESTING PHASE

· May consist of many steps resulting in further code modifications.  Example: Integration tests, system tests, performance tests and end-to-end tests.  These tests ensure that there is no negative impact to internal systems (including memory or data storage concerns), central processing unit efficiency, or other products or services.

Appendix D
Pre-Qualification: New and Current Customer Comparison 

	
	New Customer 
	
	Current Customer

	
	
	
	

	Installation
	1. Sign up customer for basic service.
2. Set up as LifeLine pending certification.

3. Charge full installation rates.

4. Offer payment plan.

5. Send feed to Solix.

6. Send Customer Confirmation Letter: for regular service with notice that the customer requested LifeLine status. 
     Inform customer about pink envelope/ application form/ and requirement for certification before LifeLine discounts will take effect.
7. Outbound dialer for initial and reminder customer.
	
	1. Set up customer as LifeLine pending certification.
2. Send feed to Solix.

3. Send customer confirmation letter informing about pink envelope/ application form/ and requirement for certification before LifeLine discounts will take effect.  
4. Outbound dialer for initial and reminder customer.

	
	
	
	

	Customer
Approved
	1. Customer LifeLine pending status changed to LifeLine.
2. Customer receives credit for all but $10.00 of installation costs.  
3. Customer receives credit for differences between LifeLine rates and regular basic service rates.  
4. Basic service deposit refunded.
	
	1. Customer LifeLine pending status switched to LifeLine. 
2. Customer receives credit for difference between regular and LifeLine rates from the time they requested LifeLine service.  
3. Customer charged $10.00 conversion charge to switch from regular to LifeLine service.  

	
	
	
	

	Customer 
Denied
	1. Solix sends letter to customer denying eligibility.
2. Customer LifeLine pending status removed by carrier.  
3. Customer continues to pay regular rates.
4. No refunds.

5. No $10.00 conversion charge for requesting LifeLine service.
	
	1. Solix sends letter to customer denying eligibility.
2. Carrier removes LifeLine pending status.
3. Customer continues to pay regular rates.
4. No refunds.

5. No $10.00 conversion charge for requesting LifeLine service.

	
	
	
	

	
	
	
	

	Claims
	
	
	

	Customer Approved
	1. Carrier claims difference between $10.00 installation fee charged to the customer and the tariffed installation charge less any federal subsidy limited by the ILEC rate.
2. Carrier claims on a monthly basis the difference between the regular basic rate and the LifeLine rate charged its customers limited by the ILEC regular basic service rate beginning when the customer started receiving basic service.  
3. Bad debts for non-payment of LifeLine lost revenue subsidy amount only, can continue to be claimed after a reasonable effort to collect from the customer has been made.  Any subsequent collection from the customer must be deducted as an offset from the next month’s claim.
	
	1. Carrier claims difference between $10.00 conversion fee charged to the customer and the tariffed conversion charge to switch customer from basic to LifeLine service.
2. Carrier claims on a monthly basis the difference between the regular basic rate and the LifeLine rate charged its customers limited by the ILEC regular basic service rate beginning when the customer requested LifeLine service.    
3. Bad debts for non-payment of LifeLine lost revenue subsidy amount only, can continue to be claimed after a reasonable effort to collect from the customer has been made.  Any subsequent collection from the customer must be deducted as an offset from the next month’s claim.


	
	
	
	

	Customer Denied
	No reimbursement on claims for new customers determined not eligible for LifeLine discounts.  
	
	No reimbursement on claims for current customers found not eligible for LifeLine discounts.


� Back-billing is the process whereby carriers bill its customers that failed to qualify for LifeLine the discounts that they inappropriately received in a retroactive basis.


� A copy of Solix’s presentation is in Appendix B.  


� A copy of AT&T’s list of possible software modifications is in Appendix C.  


� A summary of the differences for LifeLine applicants between new and existing customers is in Appendix D.









