LifeLine Working Group
Minutes
Wednesday, May 18, 2011
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update / Status Reports

· Marketing Outreach Contract
· A media buy with new advertising is in progress
· One of the largest buys the contract has done

· RFP for Marketing – conducting the evaluation process, Notice to be sent out the week of the 23rd
· Logo Survey
· Sending out survey to recent customers

· Call Center Contract
· From February – April, received 12,609 calls
· 67% of those surveyed with cell phones had no landline

· Top 3 reasons for not having a phone – cost, just moved, and cell phone is their primary means of communication

· Top 5 languages – English 71%, Spanish 20%, Mandarin 4%, Cantonese 2%, Vietnamese 1%

· Solix Process Updates
· Weighted Average Customer Counts – Pilot Program
· All participating carriers were represented on the last call
· An external shareable document will be distributed

· An implementation timeline has been created, and is being modified

· Next meeting is scheduled for May 24th.
· Carriers will continue to self-certify tribal customers until the forms can be updated (not until the new contract is signed)

· R. 11-03-013 (LifeLine SSA)
· A Final Decision was voted out on November 19th
· A new Resolution was voted out on March 24th, allowing for some flexibility in deadlines to implement the November decision.
· The GO 153 Resolution is scheduled to go out May 24th.

· Rulemaking R. 09-06-019 (Basic Service Elements)
· No update
· CAB Report
·  No update
· Interface Document
· Chris Henry at Siskiyou requested that the description for Column 33 be changed from ULTS Service Start Date to the more descriptive Application Date

· The only concern might be confusion for customers who were “legacy” participants in LifeLine before the switch over to the LifeLine Administrator in 2006

· CD has decided to not change the column description due to concerns about confusion.
· New Proposed Appeal Deadline
· DRA has recommended that the 15 day deadline for applicants to appeal a denial be extended to 30 days

· Sierra agreed, and DisabRA concurred that 15 days was not enough time

· Questions include whether this might violate the federal guidelines and if the 15 days was mandated in a Decision (and if changing it is part of the administrative authority delegated to CD staff).

· It was noted that CAB data and active participation would be helpful in making a decision
· The effects on the WA Solix report and any IT changes by the carriers would also have to be addressed

· CD has decided to not extend the appeal timeline.

· Printing of Appeal Template on the Back of Denial Letters
· It was noted that this would increase costs in terms of paper and processing time

· CAB is okay with the proposal

· The information gathered could also be used to generate data on LifeLine

· The majority of denials (around 90%) are still for non-response (which cannot be appealed)

· CD has given tentative approval to this proposal, and asked Solix to provide a cost estimate.  A draft template is Attached below

[image: image1.emf]Draft Appeal  Template


· LifeLine Administrator RFP
· A Notice of Intent to Award was posted 
· A protest was submitted

· The protest period can last from 60-90 days

Discussion of Continuing and New Issues
· Return Rates – Solix reported on the following mail response rates:







March



April
Applications




71%



59%

Renewals




81%



69%
Renewals (Documentation Required)

70%



58%
· Acceptance Rates for Customer Responses
· For April forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

54% Approval Rate

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

· Application




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

53% Approval Rate

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

· Application




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

55% 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 LifeLine Customers/Total Denial Codes
· Please see a summary below (this will be updated each month)

	January
	February
	March
	April
	May
	June

	2011
	2011
	2011
	2011
	2011
	2011


	1,743,831
	1,731,016
	1,727,852
	
	
	



Total Approved
	(0.97)%
	(0.73)%
	(0.18)%
	
	
	



Percentage change from prior month

	52,483
	67,879
	59,662
	
	
	



Pending Approval
	July
	August
	September
	October
	November
	December

	2011
	2011
	2011
	2011
	2011
	2011


	
	
	
	
	
	



Total Approved
	
	
	
	
	
	



Percentage change from prior month

	
	
	
	
	
	



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 California LifeLine webpage:

http://www.cpuc.ca.gov/PUC/Telco/Information+for+providing+service/FormNotices_Public+Program.htm
Next Scheduled Call – June 1, 2011, 10:00 am PST
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LifeLine Appeal Form


General instructions for LifeLine Appeals


1. Mail this completed form to:

Consumer Affairs Branch , Lifeline Appeals


California Public Utilities Commission


505 Van Ness Avenue, Room 2250


San Francisco, CA 94102


2. Enclose a copy of your disqualification letter


3. Enclose a copy of information used to show you are eligible for LifeLine.

If your eligibility is based on a program such as Medicaid, enclose a document directly from the program that shows a specific household member is receiving program benefits. If your eligibility is based on income, please attach either a signed tax return, paycheck stubs for three consecutive months within the calendar year, or other documents. 


Service Information


		First Name:

		Last Name:



		Street:

		Unit:



		City:

		Email:



		State:

		LifeLine telephone number:



		Zip:



		





Contact Information


		If the contact information differs from the address provided above, please fill in the information below



		First Name:

		Last Name:



		Street:

		Unit:



		City:

		



		State:

		Zip:





Please state any mistake you believe the California LifeLine program made in disqualifying you from the program.

		





Please state what qualifies you for the California LifeLine program, and whether you provided proof of that qualification to the program.

		






