LifeLine Working Group
Minutes
Wednesday, May 19, 2010
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· Marketing Outreach Contract
· The Chinese language education video is currently under review
· Phone survey questions is currently under review
· The purpose is to retain and return customers who have dropped off the program
· The final version will be shared with the WG about one week before the survey is implemented
· The survey will be conducted on customer who have recently dropped off the program
· RHA is expanding their media partnerships, including Spanish radio and mobile home publications in 10 regions

· Call Center Contract
· February – April: 8,405 calls
· The top 3 reasons for not having a landline phone: too expensive, just moved, no ID

· The top 5 languages are: English, Spanish, Mandarin, Cantonese, Tagalog

· Solix Process Updates
· Enhanced Tribal LifeLine 
· Revised forms are now being reviewed by Solix and the Commission
· Draft copies of the revised forms have been distributed to the Working Group

· Please send suggestions/edits to Benjamin and Michaela
· Carriers would be expected to ask customers about Enhanced Lifeline eligibility as part of their CSR scripts (if the service is offered)

· Under the single form system, carriers would receive an approval code for Enhanced in their feed from Solix
· Verizon stated that they are familiar with the tribal lands in their territory, and generally know who is and who is not living on tribal land

· Another question was asked as to what happens if someone asks for Enhanced service during the year (after approved application, but before their renewal date)

· Currently, we are assuming that the carrier would then send the applicant an original self-certification form

· AT&T raised the issue if a current Tribal customers fails to fill in the bubble on a renewal form

· Their suggestion was to mail a self-certification form to the customer, with a self-addressed envelope to Solix

· Solix IVR

· CPUC staff is working on the information provided to determine if improvements can be made to the IVR system
· A revised message is expected to be sent to Solix within a week

· Rulemaking R. 06-05-028 (PPP OIR)
· The OIR has been extended until June 15th
· Annual Notices
· It was requested by CPUC management that all carriers report to Benjamin Schein when they intend to send out their annual notification

· This is to help our Public Advisors staff schedule time for their review

· All annual notices need to be submitted to the following three PAO analysts:

· Evans, Mary (MLE); Jinbachian, Varoujan (VSJ); Asiedu-Akrofi, Love (LAA)
· As a reminder, the PAO needs a copy of all annual notices, even if no changes have been made.  In addition, if there are no material changes (if only the income levels are changing, for example), no review will be conducted.  But the PAO still needs a copy for their records.

· Old LifeLine Form Retention
· Yvonne at Calaveras asked about the CPUC policy on retaining the old LifeLine self-certification forms

· The current audit statue of limitations is 5 years.

· Nancy Rodriguez checked with the FCC to determine if they have a longer retention policy

· Based on CPUC rules and FCC 47 CFR Section 54.417, retention should be 5 years

· Nancy Rodriguez rechecked applicable federal laws and confirmed the 5 year limit
· UPDATE – USAC will be on the next call to answer questions
· Other Issue – CAB Database
· Benjamin has left a message with Greg Davis asking for the status of the CAB database, and when it will be available to provide information to the Working Group

· Carriers expressed an interest in having call center data presented to the WG to help direct customer service efforts

· Please send any suggestions on types of data (customer complaints, etc.) to Benjamin to be discussed on the next call.  

· We are currently looking at call center reports done on a quarterly basis with data from Solix, CAB, and RHA.

· Other Issue – CapTel TTY Devices
· The request was made to discuss this issue on the next call

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







March



April
Applications




69%



61%

Renewals




80%



70%
Renewals (Documentation Required)

69%



57%
· Acceptance Rates for Customer Responses
· For April forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




86% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

55% Approval Rate

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

· Application




86% 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




86% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

55% Approval Rate

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

· Application




86% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

53% 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 to date represent Solix overturning what would previously been a denial.

Total since 7/20/09

	
	YTD

	Total:
	5,537

	English
	3,032

	Spanish
	2,348

	Japanese
	4

	Tagalog
	12

	Vietnamese
	75

	Korean
	22

	Chinese
	44


· 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
	
	
	



Total Approved
	(0.91)%
	(0.86)%
	(0.14)%
	
	
	



Percentage change from prior month

	70,723
	79,598
	74,452
	
	
	



Pending Approval
	July
	August
	September
	October
	November
	December

	2010
	2010
	2010
	2010
	2010
	2010


	
	
	
	
	
	



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 LifeLine webpage:

http://www.cpuc.ca.gov/PUC/Telco/Information+for+providing+service/FormNotices_Public+Program.htm
· CAB – Report Statistics on Calls Received

· Statistics are pending on the new database system.
Next Scheduled Call – June 2, 2010, 10:00 am PST
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