LifeLine Working Group
Minutes
Wednesday, January 12, 2011
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· Marketing Outreach Contract
· Focus Groups for the forms were conducted on November 4th.
· A draft report is being reviewed, a final version should be ready in a few weeks.
· Broadcast material is also being worked on

· Rebranding is also be being worked on

· Call Center Contract
· No Report:
· Solix Process Updates
· Form Returned Undeliverable (Ticket 147)
· Change in production the week of the 20th
· As of January 5, 570 “Code 30’s” have been sent, one record was updated, resulting in a resent application

· D. 10-11-033 (LifeLine SSA)
· A Final Decision was voted out on November 19th
· The schedule for workshops is still being decided; with an eye towards having conference rooms large enough to accommodate everyone who wants to attend (no phone bridge will be provided)
· Notices for the workshops will go out to the Rulemaking distribution list, the All Carriers list, and the Working Group.

· Details on the format and timing are being working on by CD, including a redlined draft of GO 153.

· Consumer Education Workshop scheduled for January 7th from 10-5 in the Milton Marks Building (San Diego Room)
· Workshop focus was on Carrier Responsibilities, In-language assistance, and 911

· At least one more education workshop is needed, with a focus on educating consumers and carrier website information

· Rulemaking R. 09-06-019 (Basic Service Elements)
· Public participation hearings have been scheduled all over California.
· CD encourages people to attend, as the BSE affect LifeLine.

· Concerns about the 10-day notice will be addressed

· CAB Report
· CAB will be providing a report on a monthly basis.
· Some additional information to be included in future reports is a breakdown of reasons for appeals, as well as a breakdown of appeals that were upheld vs. overturned.

· Greg Davis is attending training so that he can provide the reports himself rather than wait for others
· A copy of the most recent report is embedded below:
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Discussion of Continuing and New Issues
· Return Rates – Solix reported on the following mail response rates:







November

      December
Applications




67%



40%

Renewals




78%



43%
Renewals (Documentation Required)

66%



30%
· Acceptance Rates for Customer Responses
· For December forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




87% Approval Rate

· Renewals





97% Approval Rate

· Renewals – Documentation Required

53% Approval Rate

· For November forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

51% Approval Rate

· For October forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

52% Approval Rate

· Do Not Qualify - Overturns
· For customers who correctly filled out their enrollment forms and provided proper documentation, but then filled in the “Do Not Qualify” bubble.  
· These counts will be updated on a monthly basis.
	Total:
	8,701

	English
	4,826

	Spanish
	3,578

	Japanese
	6

	Tagalog
	26

	Vietnamese
	143

	Korean
	39

	Chinese
	83


· Total LifeLine Customers/Total Denial Codes
· Please see a summary below (this will be updated each month)

	January
	February
	March
	April
	May
	June

	2010
	2010
	2010
	2010
	2010
	2010


	1,905,544
	1,889,115
	1,886,404
	1,877,034
	1,861,934
	1,846,711



Total Approved
	(0.91)%
	(0.86)%
	(0.14)%
	(0.50)%
	(0.80)%
	(0.82)%



Percentage change from prior month

	70,723
	79,598
	74,452
	70,192
	65,289
	59,732



Pending Approval
	July
	August
	September
	October
	November
	December

	2010
	2010
	2010
	2010
	2010
	2010


	1,831,801
	1,817,344
	1,800,990
	1,794,143
	1,777,952
	



Total Approved
	(0.81)%
	(0.79)%
	(0.90)%
	(0.38)%
	(0.90)%
	



Percentage change from prior month

	61,142
	60,068
	63,218
	65,453
	54,129
	



Pending Approval
· A summary of the largest 5 denial codes by month will be provided in a separate spreadsheet with the Meeting Request.  It will be updated on a monthly basis.

· Monthly carrier counts are now published on the LifeLine webpage:

http://www.cpuc.ca.gov/PUC/Telco/Information+for+providing+service/FormNotices_Public+Program.htm
Next Scheduled Call – January 29, 2011, 10:00 am PST
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Administrative Committee - January 11, 2011


Work Group Meetings - January 12, 2011


 


 


		LifeLine Appeals

		 

		 

		 

		 

		 

		 

		 

		



		2010

		Jan

		Feb

		Mar

		Apr

		May

		Jun

		Jul

		Aug

		Sep

		Oct

		Nov

		Dec

		tot



		Received

		234

		233

		261

		208

		207

		208

		196

		261

		212

		203

		149

		146

		2518



		Resolved

		234

		233

		261

		208

		207

		208

		195

		261

		212

		199

		143

		141

		2502



		Pending

		0

		0

		0

		0

		0

		0

		1

		0

		0

		4

		6

		5

		16





 


		Lifeline Billing Complaints

		 

		 

		 

		 

		 

		 

		 

		



		2010

		Jan

		Feb

		Mar

		Apr

		May

		Jun

		Jul

		Aug

		Sep

		Oct

		Nov

		Dec

		tot



		Received

		35

		41

		41

		29

		28

		18

		12

		16

		14

		26

		50

		107

		417



		Resolved

		35

		41

		38

		27

		27

		16

		10

		14

		10

		16

		45

		106

		385



		Pending

		0

		0

		3

		2

		1

		2

		2

		2

		4

		10

		5

		1

		32






