LifeLine Working Group
Minutes
Wednesday, January 26, 2011
10:00 a.m. to 12:00 p.m. PST
Update / Status Reports

· Marketing Outreach Contract

· Issued Primary Request for Proposal for Outreach Contract on January 24, 2011.  Bids due on April 15, 2011.  Bidder’s conference on Jan. 31, 2011.   

· LifeLine Rebranding – working on new logo ideas with RHA sub-contractor.  
· Working on next media buy for deployment in April 2011.

· If carriers are doing their own media placement for LifeLine, please inform Michaela Pangilinan at wow@cpuc.ca.gov or 415-703-1890.
· Call Center Contract 
· Nothing to report
· Solix Process Updates
· Nothing to report
· D. 10-11-033 

· Discussed tentative dates and locations for Phase I workshops.  Participants voiced their desire to plan the 2-day workshop on consecutive days and that the Auditorium was ok for the workshop.  

· CD has re-scheduled the Phase I workshops for February 17 & February 18, 2011 to be held in the Commission’s Auditorium.  Agenda, Notice and GO 153 Changes will be distributed on February 7, 2011.    
· R. 09-06-019

· Basic Service Elements Public Participation Hearings are scheduled in March, 2011.  

· CAB Report

· CAB read the Jan. report.  February report is not available.  Noted that CAB is working on a third table to break down the complaints by issue.  
Discussion of Continuing Issues

· Application/Renewal/Renewal (Documentation Required) – Response Rates:  
Solix reported the following:  








November

      December
Applications




68%



66%

Renewals




81%



74%

Renewals (Documentation Required)

70%



63%
Items Tabled or Resolved from Prior Meetings:

· AT&T Proposal on Late-Filed Forms – dealt with in LifeLine decision process
· LifeLine Complaint Form Proposal
· CAB overturn of Solix ineligible decision processing data fields
· Assigned Number Issues in Carrier Data/OCN Exchange
· Solix Date Field Definitions and Recent Changes
· LifeLine program special processes for when service providers go out of business
· Effectiveness of program changes on response rate
· Process for submitting customers to compliance audit process
· First Class mail – All Solix mail sent first class as of July 16, 2007
· Overturn notification
· Outbound dialer
· Calling on behalf of customers (privacy issue)
· Solix/carrier true-up status
· Solix enhancement of customer records
· Reminder – FCC annual survey
· Customer disconnects issue
· Wildfire recovery efforts
· Denial Overturns – Available upon request
· Verizon – Undeliverable mail to valid addresses
· Opt-outs of LifeLine customers

· ULTS Claims – Implementation/Bad Debt costs
· New Envelopes – Pink with black lettering

· Enhanced LifeLine – Tribal customers

· Revised Names for TANF/Food Stamps – carrier notice

· Carriers should review Solix True-up files for submitting claims

· Zip Codes – Call Center

· TracFone’s ETC filing
· Changing the names of the Solix forms

· AB 1528

· How to define and prove “Household”

· Administrative Letter – Form name changes

· Carrier request to release LifeLine customer counts

· Updated Solix Forms/Letters

· Decision 08-08-029 (Pre-qualification)

· AT&T LD LifeLine Notice

· Should LifeLine support other languages (Russian, Arabic, etc.)?

· Disclosing LifeLine customer counts by carrier

· LifeLine Certifying Agent RFP – Adding a private carrier website

· Remove or modify “Do Not Qualify” bubble from Forms?

· LifeLine rate changes for January 1, 2010

· Solix Process Update – Customer transfers during renewal period

· Carrier requirement to follow CSR scripts

· FCC Record Retention Policy
· Does death of a spouse require an account change?

· LifeLine website information

· Ticket 107 – Expanded Return Feed

· Ticket 147 – Auto-resend of forms
Next Call Scheduled – February 29, 10:00 am PST, Room 3204
