LifeLine Working Group
Minutes 
Wednesday, February 24, 2010
10:00 a.m. to 12:00 p.m. PST, Room 3204 

Update/Status Reports
Marketing Outreach Contract – 
1. RHA is developing a web page for CBOs and partners to use to order collateral.  
2. RHA will start sending out a bi-weekly newsletter to its CBO to highlight activities and keep the COBs actively educating clients on LifeLine.  
3. RHA is negotiating a full page add in “Healthy Families” to run in April.   
Call Center Contract – Nothing to report 
           Solix Process Updates
1.  TTY – Karen Haith reported testing continues on new TTY error code. The fulfillment 

              house is working on form changes.  Solix will notify carriers of new codes and 


  provide opportunity for testing prior to production.   

2.  Enhanced Tribal LifeLine – Solix received CD form changes for Enhanced Lifeline.   The fulfillment house is working to produce English samples for review and approval.  Carriers requested that if new codes were required that they be given sufficient time for testing, IT changes, and CSR training. Carriers were also concerned about carriers that do not serve Tribal Lands and what to do with customers that fill in the bubble for the Enhanced LifeLine discount.  Enhanced Lifelife form and process changes to continue on next call.   
3.  Solix IVR- Staff is reviewing the Solix IVR system and messages and working with Solix to get a current flow diagram.  CD is suggesting some changes that would make the IVR system more user-friendly and offer the caller more opportunities to be transferred to a live operator.    
Draft Decision R. 06-05-028 (PPP OIR) – Nothing to report
Decision on Consistency of LifeLine Rate – Nothing to report
Solix Live Operator (UCAN) – Revisions to IVR should address UCAN’s concerns.  
Discussion of Continuing Issues

· Application/Renewal/Renewal (Documentation Required) – Response Rates







December 2009

January 2010

Applications





68%


         63%


Renewals





78%


         73%


Renewals (Documentation Required)


65%


         60%

· Breakout of Acceptance Rates by A/R/R (DR) – To be reported on next call
· Do Not Qualify – Overturns 



YTD Total Since 7/20/09



Total:


3,960


English

2,399



Spanish

1,467



Japanese

       3



Tagalog

       8



Vietnamese

     42




Korean


     15



Chinese

     26

Monthly Carrier Counts – published on the CPUC LifeLine webpage:  
http://www.cpuc.ca.gov/PUC/Telco/Information+for+providing+service/FormNotices_Public+Program.htm
Next Call Scheduled – March 10, 10:00 am PST, Room 3204

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

Next Call Scheduled – March 10, 10:00 am PST, Room 3204
