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Pursuant to Draft Resolution T-17202, AT&T" submits these Opening Comments on the Resolution’s
revisions of General Order 153 to reflect administrative revisions to the California Lifeline Telephone Program

(“Draft Resolution™).

. INTRODUCTION

On September 29, 2008, the Commission conducted a workshop to revise General Order (“G0O”) 153 in
order to ensure that it accurately incorporated the new pre-qualification application system requirements approved in
Decision 08-08-029. A draft workshop report outlining Commission Staff’s proposed revisions to GO 153 was
distributed on January 12, 2009. In accordance with the Telecommunications Division’s instructions, interested parties
had an opportunity to recommend non-substantive edits. Commission Staff issued a final workshop report on February
27, 2009, which forms the basis for the GO 153 revised at issue in the Draft Resolution.

AT&T California supports adoption of the Draft Resolution’s proposed revisions to GO 153, with the
exception of two items. Generally, the revisions to G.O. 153 will enable California to administer the new pre-
qualification enrollment process efficiently. However, AT&T urges the Commission to reconsider Staff’s
recommendation on (a) handling enrollment processes during the “transition period,” and (b) modifying Rule
4.2.1.1. AT&T’s ordering system cannot operate two Lifeline enroliment processes during the transition period.
The proposed rules for these items add new system requirements and may jeopardize the July 1, 2009
implementation deadline. Moreover, the proposed rules will increase implementation costs while offering no
additional protections to Lifeline consumers. As is discussed in detail below, the Commission should modify these

proposed revisions to ensure a cost effective and streamlined approach to these administrative issues.

1. COMMENTS ON ADMINISTRATIVE REVISIONS TO LIFELINE

A Transition Period: The Pre-Qualification Process Should Not Be Implemented Before July
1, 2009.

D.08-08-029 orders all carriers and Solix to commence enrolling customers under the pre-qualification
process as of July 1, 2009. Parties are working diligently to modify their ordering systems to administer the new
enrollment process by this implementation date. As the Commission is aware, the IT work efforts involve a

complex renovation and re-design of numerous operating systems. Carriers have been methodically developing and
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following intensive project schedules in order to meet the July 1, 2009 target date. Notwithstanding that fact, the
Draft Resolution instructs carriers to begin enrolling customers under the pre-qualification process well before that
date.? As discussed further below, this modification to pre-qualification’s implementation date will create
significant obstacles to carriers without any benefit to Lifeline applicants, and should be rejected on grounds that it
does not comply with D.08-08-029.

The Draft Resolution requires carriers to enroll Lifeline applicants under the pre-qualification system
before July 1, 2009 if the customer’s service will be installed after the implementation date. Should the Commission
approve what is, in essence, an earlier implementation date, carriers will be required to reorganize their timetables

and expedite their work efforts.

1. AT&T’s Ordering System Cannot Operate Two Lifeline Enrollment Processes
Concurrently.

AT&T cannot enroll customers under both First Contact and Pre-Qualification concurrently. Its new
ordering system that will go into effect on July 1, 2009 in accordance with D.08-08-029 is not capable of toggling
between First Contact and Pre-qualification enrollment processes. AT&T cautioned Commission Staff of this
system limitation during the September 29, 2008 workshop. As such, AT&T proposed that a customer who calls in
during the “transition period” be processed as First Contact, regardless of the service start date. AT&T reiterated
that its ordering system cannot operate two enrollment processes concurrently on February 18, 2009 in response to
Commission Staff’s draft workshop report.

AT&T’s Lifeline ordering system was designed in accordance with D.08-08-029 which ordered
implementation of a pre-qualification enrollment system as of July 1, 2009. D.08-08-029 did not contemplate a dual
ordering system as does the Draft Resolution. Accordingly, AT&T designed its new ordering system to replace the
First Contact process on July 1, 2009. The first contact method will no longer be available as of that date. This
approach was designed to ensure that no service representative inadvertently provisions Lifeline under the first
contact process rather than pre-qualification. As such, service representatives will not have the capability of

enrolling customers in Lifeline by two different processes.

2. AT&T’s Project Timeline, As Currently Structured, Does Not Permit Enrolling Lifeline
Applicants Under the Pre-Qualification System Prior to July 1, 2009.

? Draft Resolution, p. 3.



For AT&T, June 2009 will be a critical month to complete all testing of the system modifications and
conduct final preparations for moving IT’s work product into production. The new systems will not be ready to
commence operations until July 1, 2009. Accordingly, as the IT project is currently structured, administering the
pre-qualification system before July 1, 2009 would be unworkable. Although customer representatives will have
been trained to administer pre-qualification by June 2009, they will be unable to access the new ordering systems
before July 1, 2009.

However, if AT&T is required to enroll Lifeline applications under the pre-qualification approach before
this date, it will have no choice but to expedite the IT project. Regardless, even if AT&T can implement pre-
qualification earlier it cannot administer a dual enrollment process as anticipated in the Draft Resolution. This may
result in unnecessarily shorter project intervals, which can lead to increased risk of programming errors, higher

implementation costs, and greater potential for administrative problems.

3. Administering First Contact Enrollment Through June 30, 2009 Regardless of Service
Start Date Does Not Prejudice or Negatively Affect Customers.

The Draft Resolution instructs carriers to begin enrolling customers under pre-qualification early in order to
avoid the alleged problem of “pre-application.”® Specifically, Commission staff appears to believe that a “transition
period” will exist when customers can avoid pre-qualifying for Lifeline benefits by ordering services unnecessarily
early. The record does not indicate that this scenario will be widespread. Though a minority of consumers may fall
within this transition period, administering those customers under the First Contact rule as ordered in D.08-08-029
would not create any unfairness.

Furthermore, consumers will begin receiving Commission mandated notices indicating that the Pre-
Qualification system will begin on July 1, 2009. Requiring carriers to impose pre-qualification rules on some before

this date will likely create confusion and lead to many inquiries.

4. Administering Pre-Qualification Rules before July 1, 2009 May Be Unfair to Consumers.

The transition period rule seems even more egregious in the instance a customer applying in late June is

required to pre-qualify due to unforeseen delays in the carrier’s ordering system, which is out of the control of the

® Draft Resolution, p. 3.



customer. Requiring these customers to endure pre-qualification before the new enrollment process is officially
implemented is not justified.

Considering that this proposed “transition period” rule offers no protection or benefit to consumers,
requiring carriers to expend additional Fund resources to expedite implementation of the new enrollment process
and operate two Lifeline programs (i.e. first contact enrollment and pre-qualification) concurrently during the month

of June is unnecessary. AT&T recommends that the Draft Resolution be modified to instruct carriers as follows:

During the transition period, carriers will be required to process new Lifeline applicants under
the First Contact enrollment process regardless of the service start date. All new customers
who apply for Lifeline in June 2009 must be enrolled using the First Contact system. Carriers
will not be required to expedite their implementation of the Pre-qualification system or
operate two Lifeline programs concurrently during the month of June 2009.

B. Rule 4.2.1.1: The Draft Resolution’s Proposed Modifications Are an Inefficient Approach to
Improving Enrollment Processes.

The Draft Resolution identifies a legitimate concern with the number of existing Lifeline customers who
are unable to retain their Lifeline status when transferring service to a new carrier. Although carriers obtain the
customer’s name and the prior telephone number in order to confirm program participation, Solix, in many
instances, cannot identify the customer in its database. This typically occurs because the participant’s name on the
prior Lifeline account is spelled differently or the prior telephone number was recorded incorrectly. These are
manual inadvertent errors recorded by the customer representatives of either the former or new carrier.

The Draft Resolution suggests that customer representatives capture additional identifying information
during the enrollment process that can be streamed to Solix. This proposal does not work for two reasons. First,
inadvertent errors are unavoidable when collecting data verbally over the telephone. Asking for the customer’s
name as it appeared on their prior bill or the address where they received prior service will likely result in the same
rate of mismatches that arise today. Second, Solix’ current rules for confirming status is to match the customer’s
name to their (a) current telephone number, (b) current address, or (c) previous telephone. If Solix can match the
customer name to at least one of these criteria, it can successfully transfer the Lifeline status. The customer’s prior
address seems unnecessary. Adding a fourth criterion seems costly when balancing the value of this additional data.

Should the Commission approve the proposed rule, IT system changes will be required for both carriers and
Solix in order to create additional fields that can capture the new information anticipated in proposed Rule 4.2.1.1.

It will also require changes to the existing record layout between Solix and carriers. This will result in higher



implementation costs and greater administrative burdens to carriers. Moreover, implementing these changes to be
effective July 1, 2009 will jeopardize the overall pre-qualification release date. The Commission should be mindful
of imposing greater costs on providers of Lifeline at a time when it is considering the elimination of cost recovery.
Rather than expanding the information captured by customer representatives under Rule 4.2.1.1, the
Commission should take a more streamlined approach that will decrease the risk of manual errors that seem to
plague this enrollment process without overburdening carriers. Instead of changing Rule 4.2.1.1, AT&T
recommends that the Certification Form be modified to capture the additional information directly from the
customer. This will significantly reduce the rate of errors that occur when recording information relayed to
customer representatives verbally. AT&T proposes the following new process for customers who have had Lifeline

service within the last 30 days:

1. Modify the Certification Form to contain a new section for applicants who had Lifeline
service within the last 30 days. This section will ask for the following information (a) the
customer’s name as it appeared on their prior bill, (b) the exact address where they
received prior service, and (c) the prior phone number.

2. Carrier contacts the CertA to validate the customer’s certification status as is currently
done under Rule 4.2.1.1.

3. If the CertA cannot confirm the customer’s continued eligibility, the customer will be
forwarded a Certification Form that contains the new section described above.

4. The customer will have the option of completing the new section or the certification
portion of the section should the customer determine that he/she may not be eligible
under the 30-day rule. The customer returns the form to Solix for confirmation of
program status.

C. Additional Modifications to General Order 153.

AT&T urges the Commission to make the minor modifications to GO 153 in order to ensure clarity and

consistency throughout the rules as set forth in redlining in Attachment A.
1. CONCLUSION

AT&T California respectfully submits the foregoing comments and urges the Commission to reject the Draft
Resolution’s (a) instructions to administer pre-qualification enrollment before July 1, 2009, and (b) modification to

Rule 4.2.1.1.
Dated:  April 1, 2009 Respectfully submitted,
Is/
Anna Kapetanakos
525 Market Street, Room 2027
San Francisco, California 94105
Telephone: (415) 778-1464
E-Mail: ak6252@att.com




APPENDIX A - AT&T’s Proposed Revisions to Attachment A to Draft Resolution T-17202

4.4* Customer Certification Forms.
4.4.1 A Certification Forms are-is used when customers are applying to enroll in LifeLine.

4.4.1.1 A copy of the Certification forms and associated instructions are attached to
this General Order as Appendix B.

4.4.1.1.1 The instructions must inform LifeLine customers that the
Commission or the Commission’s agent may audit the customer’s
eligibility to participate in the LifeLine program. If the audit
establishes that the customer is ineligible, the customer will be
removed from the LifeLine program and billed for previous
LifeLine discounts that the customer should not have received plus
interest equal to the 3-month commercial paper rate.

4.4.1.1.2 The instructions must inform LifeLine customers that submitted
income and/or supporting documentation will not be returned to
the customers.

4.4.1.2 The Certification forms mailed to customers for completion will be partially
completed by the CertA based on information provided by utilities.

5.4° Each customer enrolling in the LifeLine program is subject to the certification process
described below:

5.4.1 At Certification, the customer has the option of enrolling in LifeLine under either: (i)
the program-based criterion, or (ii) the income-based criterion.

5.4.1.1 If the customer has a household member currently enrolled in any of the
means-tested programs listed in Section 5.1.5 of this General Order, the
customer should enroll under the program-based criterion and complete the
section of the certification form entitled “Method 1 Lifeline-Program-Based
Ficati

5.4.1.2 If the customer does not have a household member currently enrolled in any
of the means-tested programs listed in Section 5.1.5 of this General Order, the
customer must enroll under the income-based criterion and complete the
section of the certification form entitled “LifekineMethod 2 Income-Based

Ficati
5.4.2 The Certification form thata-custemerchoeses-to-file-shall be signed by the customer
whose name appears on the utility’s account, the customer’s legal guardian or a person
operating pursuant to a power of attorney for such customer.

5.4.2.1 By signing the form, the customer is self-certifying, under penalty of perjury,
that the information contained in the completed form and submitted
documents, if any, are true and correct.

* The modifications to Rules 4.4, 5.4.2, and 5.5.2 clarify that there exists only one certification form and one verification form.
® The modifications to Rule 5.4 and 5.5 clarify that there exists only one certification or verification form. The customer
completes one of two sections (Method 1 or Method 2) in order confirm eligibility.



5.5 Toremain in LifeLine, each LifeLine customer is subject to the annual verification process
described below:

5.5.1 At verification, the customer has the option of qualifying his or her continued eligibility
under either: (i) the program-based criterion, or (ii) the income-based criterion.

55.1.1 If the customer has a household member currently enrolled in any of the
means-tested programs listed in Section 5.1.5 of this General Order, the
customer should continue his/her LifeLine enrollment under the program-
based criterion and complete the section of the verification form entitled
“Method 1 Lifeline-Program-Based-\erificationForm.”

5.5.1.2  If the customer does not have a household member currently enrolled in any
of the means-tested programs listed in Section 5.1.5 of this General Order,
the customer must continue his/her LifeLine enrollment under the income-
based criterion and complete the _section of the verification form entitled
“Lifeline-Method 2 Income-Based-\/erification-Form”.

5.5.2 The Verification form that-a-customer-chooses-to-file-shall be signed by the customer
whose name appears on the utility’s account, the customer’s legal guardian or a person
operating pursuant to a power of attorney for such customer.

5.5.2.1 By signing the form, the customer is self-certifying, under penalty of perjury,
that the information contained in the completed form and all submitted
documents, if any, are true and correct.

6.2° All utilities must notify the CertA before their initial offering of LifeLine services and arrange
the 2 -way exchange of LifeLine customer data information. Bireecthink-to-the CertA-s

| 6.4" CertA shall notify customers in writing of the final settlement-decision of their LifeLine
qualification including the right to challenge the CertA’s findings.

6.4.1 Customers may dispute CertA’s finding of ineligibility by submitting a formal or
informal complaint to the Commission.

® There is no direct link to the CertA’s system from the Commission’s website.
7 Solix notifies customers of its final decision.



CERTIFICATE OF SERVICE
| hereby certify that | have this day served a copy of the foregoing COMMENTS OF AT&T ON DRAFT
RESOLUTION T-17202 REVISING GENERAL ORDER 153 TO REFLECT ADMINSTRATIVE
REVISIONS TO THE CALIFORNIA LIFELINE TELEPHONE PROGRAM on all persons listed in the
Service List for R.04-12-001, as well as all Commissioners, Chief Administrative Law Judge Clopton, and the

Commission’s General Counsel, via e-mail, hand-delivery and/or first-class U.S. Mail.

Dated this 1st day of April 2009 at San Francisco, California.

AT&T CALIFORNIA
525 Market Street, 20" Floor
San Francisco, CA 94105

/sl
Hugh Osborne
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584 CASTRO ST., NO 199

SAN FRANCISCO, CA 94114-2594

FOR: ADIR INTERNATION EXPORT LTD. DBA
LA CURACAO

JOSEPHINE WONG
APEX TELECOM INC.
PO BOX 1917
OAKLAND, CA 94604

DOUGLAS GARRETT

VICE PRESIDENT, WESTERN REGION REGULATOR
COX CALIFORNIA TELCOM, LLC, DBA COX COMM
2200 POWELL STREET, SUITE 1035
EMERYVILLE, CA 94608-2618

FOR: COX CALIFORNIA TELCOM, LLC

ROBERT GNAIZDA

POLICY DIRECTOR/GENERAL COUNSEL

THE GREENLINING INSTITUTE

1918 UNIVERSITY AVENUE, SECOND FLOOR
BERKELEY, CA 94704

FOR: THE GREENLINING INSTITUTE

LYNNE MARTIN

PAC-WEST TELECOMM, INC.
4210 CORONADO AVE, STE A
STOCKTON, CA 95204

LORRIE BERNSTEIN

MOSS ADAMS LLP

3121 WEST MARCH LANE, STE. 100
STOCKTON, CA 95219-2303

FOR: PINNACLES TELEPHONE COMPANY



YVONNE SMYTHE

CALAVERAS TELEPHONE COMPANY
PO BOX 37

COPPEROPOLIS, CA 95228

JOLEEN HOGAN

CAL-ORE TELEPHONE COMPANY
PO BOX 847

DORRIS, CA 96023

GAIL LONG

TELEPHONE COMPANY

HAPPY VALLEY/HORNITOS/WINTERHAVEN
PO BOX 1566

OREGON, OR 97045

Information Only

ADRIENNE M. MERCER

REGULATORY COMPLIANCE ANALYST
SAGE TELECOM, INC.

805 CENTRAL EXPRESSWAY S, STE 100
ALLENT, TX 75013

ANDREW L. RASURA

GOVERNMENT AND REGULATORY MANAGER
TCAST COMMUNICATIONS, INC.

24251 TOWN CENTER DR., 2ND FLOOR
VALENCIA, CA 91355

ESTHER NORTHRUP

COX COMMUNICATIONS

350 10TH AVENUE SUITE 600
SAN DIEGO, CA 92101

FOR: COX CALIFORNIA TELCOM

R SANCHEZ

BLUE CASA COMMUNICATION

10 E YANONALI STREET

SANTA BARBARA, CA 93101-1875

JULIE WEIGAND
RICHARD HEATH AND ASSOCIATES, INC.

LINDA LUPTON
REGULATORY MANAGER
SUREWEST TELEPHONE
PO BOX 969
ROSEVILLE, CA 95678

JAMES LOWERS

THE SISKIYOU TELEPHONE COMPANY
PO BOX 157

ETNA, CA 96027

KATHERINE MUDGE

COVAD COMMUNICATIONS COMPANY

7000 N. MOPAC EXPRESSWAY, FLOOR 2
AUSTIN, TX 78731

BETTINA CARDONA

PRESIDENT

FONES4ALL CORPORATION

6320 CANOGA AVE, SUITE 650
WOODLAND HILLS, CA 91367

MARCIE EVANS

COX COMMUNICATIONS

350 10TH AVENUE, SUITE 600
SAN DIEGO, CA 92101

FOR: COX COMMUNICATIONS

GLENNDA KOUNTZ
REGULATORY ASSISTANT
KERMAN TELEPHONE CO.
811 S. MADERA AVENUE
KERMAN, CA 93630

VIRGINIA MADRID-SALAZAR
RHA, INC.



590 W. LOCUST AVENUE, SUITE 103
FRESNO, CA 93650

LAW DEPARTMENT FILE ROOM

PACIFIC GAS AND ELECTRIC COMPANY
77 BEALE STREET, B30A

SAN FRANCISCO, CA 94105

KATIE NELSON

DAVIS WRIGHT TREMAINE, LLP

505 MONTGOMERY STREET, SUITE 800
SAN FRANCISCO, CA 94111-6533

JESSE W. RASKIN

LEGAL ASSOCIATE

THE GREENLINING INSTITUTE

1918 UNIVERSITY AVENUE, 2ND FLOOR
BERKELEY, CA 94704

FOR: THE GREENLINING INSTITUTE

KEVIN KNESTRICK

DISABILITY RIGHTS ADVOCATES
2001 CENTER STREET, THIRD FLOOR
BERKELEY, CA 94704-1204

JOE CHICOINE

MANAGER, STATE GOVERNMENT AFFAIRS
FRONTIER COMMUNICATIONS

PO BOX 340

ELK GROVE, CA 95759

TAURA O"LARISCY

PROJECT MANAGER

RHA, INC.

1225 8TH ST., SUITE 250
SACRAMENTO, CA 95814

State Service

ALIK LEE

CALIF PUBLIC UTILITIES COMMISSION
COMMUNICATIONS POLICY BRANCH

ROOM 4209

590 W. LOCUST AVENUE, STE 103
FRESNO, CA 93650

SEAN P. BEATTY

ATTORNEY AT LAW

COOPER, WHITE & COOPER, LLP
201 CALIFORNIA ST., 17TH FLOOR
SAN FRANCISCO, CA 94111

FOR: SUREWEST TELEPHONE

SUZANNE TOLLER

ATTORNEY AT LAW

DAVIS WRIGHT TREMAINE LLP

505 MONTGOMERY STREET, SUITE 800
SAN FRANCISCO, CA 94111-6533

SAMUEL KANG

MANAGING ATTORNEY

THE GREENLINING INSTITUTE

1904 UNIVERSITY AVE., 2ND FLOOR
BERKELEY, CA 94704

CHARLES E. BORN

MANAGER-STATE GOVERNMENT AFFAIRS
FRONTIER, A CITIZENS TELECOMMUNICATIONS
PO BOX 340

ELK GROVE, CA 95759

SUSAN BOGUE

OUTREACH MANAGER

RHA, INC.

1225 8TH STREET, STE 250
SACRAMENTO, CA 95814

ANGELA YOUNG

CALIF PUBLIC UTILITIES COMMISSION
FISCAL & ADMINISTRATIVE SERVICES
AREA 3-B



505 VAN NESS AVENUE
SAN FRANCISCO, CA 94102-3214

BENJAMIN SCHEIN

CALIF PUBLIC UTILITIES COMMISSION
CONSUMER PROGRAMS BRANCH

AREA 3-D

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

DONNA L. WAGONER

CALIF PUBLIC UTILITIES COMMISSION
UTILITY AUDIT, FINANCE & COMPLIANCE BRAN
AREA 3-C

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

HAZLYN FORTUNE

CALIF PUBLIC UTILITIES COMMISSION
ENERGY DIVISION

AREA 4-A

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

JOSIE WEBB

CALIF PUBLIC UTILITIES COMMISSION
ENERGY DIVISION

AREA 4-A

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

KATHERINE S. MOREHOUSE

CALIF PUBLIC UTILITIES COMMISSION
CONSUMER PROGRAMS BRANCH

AREA 3-D

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

RISA HERNANDEZ

CALIF PUBLIC UTILITIES COMMISSION

ENERGY PRICING AND CUSTOMER PROGRAMS BRA
ROOM 4209

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

SEAN WILSON

CALIF PUBLIC UTILITIES COMMISSION
UTILITY AUDIT, FINANCE & COMPLIANCE BRAN
AREA 3-C

505 VAN NESS AVENUE
SAN FRANCISCO, CA 94102-3214

CHERRIE CONNER

CALIF PUBLIC UTILITIES COMMISSION
CONSUMER PROGRAMS BRANCH

AREA 3-D

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

ELIZABETH PODOLINSKY

CALIF PUBLIC UTILITIES COMMISSION
COMMUNICATIONS POLICY BRANCH

ROOM 4211

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214
FOR: DRA

JESSICA T. HECHT

CALIF PUBLIC UTILITIES COMMISSION
DIVISION OF ADMINISTRATIVE LAW JUDGES
ROOM 5113

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

KAREN JONES

CALIF PUBLIC UTILITIES COMMISSION
DIVISION OF ADMINISTRATIVE LAW JUDGES
ROOM 2106

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

NATALIE BILLINGSLEY

CALIF PUBLIC UTILITIES COMMISSION
COMMUNICATIONS POLICY BRANCH

ROOM 4209

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

ROBERT HAGA

CALIF PUBLIC UTILITIES COMMISSION
EXECUTIVE DIVISION

ROOM 5304

505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214

XIAO SELENA HUANG

CALIF PUBLIC UTILITIES COMMISSION
COMMUNICATIONS POLICY BRANCH

ROOM 4211



505 VAN NESS AVENUE 505 VAN NESS AVENUE

SAN FRANCISCO, CA 94102-3214 SAN FRANCISCO, CA 94102-3214
FOR: DRA
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