LifeLine Working Group
Minutes
Wednesday, June 2, 2010
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· USAC Record Retention Policy (Pam Gallant)
· The federal rule is three years for company records

· There are two rules that relate to LifeLine customer certification forms

· Sec. 54-409d applies only to Federal Default states (CA is not), and requires keeping the forms for as long as the customer receives LifeLine service from that carrier

· Sec. 54-410b3 requires retention of forms showing income/number of individuals in the household for as long as the customer is on LifeLine with that carrier

· On the question of ETC vs. non-ETC, if an ETC is reselling to a non-ETC, the records must be maintained

· The self-certification forms used before July 1, 2006 do not contain income documentation, so are not applicable to this interpretation.

· Likewise, tribal self-certification forms do not include income or number of people in the household.

· Solix maintains records of all customer activity sine July 1, 2006 which can be accessed in the event of an audit by the FCC.

· Cherrie Conner wanted to emphasize that this is an interpretation, not a ruling.  Sindy Yun from Legal will also review and inform the working group if there are any other factors to consider.

· Marketing Outreach Contract
· Year 3 planning is udnerway
· 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
· No Report
· Solix Process Updates
· Enhanced Tribal LifeLine 
· Revised forms are now being reviewed by the Commission
· RHA will be showing the forms to focus groups to get their input.
· Suggestions made by the working group and others have been incorporated

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

· If a Renewal tribal customer fails to fill in the bubble, Solix would inform the carrier and the customer would be put on basic LifeLine

· Solix IVR

· Changes have been made to the IVR script, including language, additional options to speak to a CSR, as well as contact information for CAB
· 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
· Call Center Data Report Suggestions (Solix, CAB, RHA)
· CD has requested suggestions on reports that can be presented to the working group

· Some suggestions have been made, including the number of billing/appeal calls CAB receives

· Other Issue – R. 09-06-019
· Opening comments on the Basic Service Elements proceeding began May 28th.

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







April



May
Applications




67%



35%

Renewals




77%



35%
Renewals (Documentation Required)

66%



24%
· 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 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

	2010
	2010
	2010
	2010
	2010
	2010


	1,905,544
	1,889,115
	1,886,404
	1,877,034
	
	



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



Percentage change from prior month

	70,723
	79,598
	74,452
	70,192
	
	



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
Next Scheduled Call – June 16, 2010, 10:00 am PST
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