LifeLine Working Group
Minutes
Wednesday, September 8, 2010
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· Marketing Outreach Contract
· The current media buy has ended
· RHA is planning Year 3

· The focus group report is complete, and should be distributed this week

· Call Center Contract
· The customer survey is underway, and should go for the next few weeks
· Solix Process Updates
· Enhanced Tribal LifeLine Forms
· Pending on report from July 29th focus groups
· Solix IVR

· A cost estimate has been prepared, and is being reviewed by the CPUC
· Return Feed 

· A summary has been sent to Solix, and they are reviewing it.

· A list of all suggestions submitted is below:

Currently Solix will populate the “ACTION TAKEN” field with one of 5 values:

1. Customer loaded into MCDB (for new certs. Only)

2. Customer Updated

3. Customer disconnected/removed from the program

4. Customer re-connected

5. Customer data fix (back-door updates by Solix)

Here are some of the thoughts we came up with to give the carrier a little more specific information on what transpired:

· Customer Updated CXR – Address

· Customer Updated CXR – Name

· Customer Updated CXR – Number Change

· Customer Updated SLX – Address

· Customer Updated SLX – Name

· Customer Updated SLX – Number Change

· Customer Updated SLX – Verification Sent
· Customer Updated SLX – (whatever Solix updated/did)

· Customer Removed by Carrier

· Customer Removed by Customer 

· Reminder Sent

· Forms Resent

The idea is to give the carrier as much information as possible regarding the changes performed by Solix. While in most cases, the information will match with what the carrier sent, it would be good for the carrier to be able to verify.

I also understand there are a few instances where Solix updates through an internal Solix process. I would like to be able to identify what exactly was done.

The above suggestions are just some thoughts. Yvonne from Calaveras thought that instead of the text of the message identifying who requested the change, maybe just have a range for Solix and a range for the carrier. For example, codes 1-20, were carrier submitted, and codes 40 -60 were Solix part of Solix’s process. I’m sure whatever Dan Marion and team come up with will be fine.

If customer is in verification status let us know if they are part of the 3% audit.

· Rulemaking R. 06-05-028 (PPP OIR)
· No Report
· Rulemaking R. 09-06-019 (Basic Service Elements)
· No Report
· Public participation hearings will be scheduled

· Call Center Data Report Suggestions (Solix, CAB, RHA)
· CAB management is reviewing out information and should be getting back to the groups (WG & AC) soon.
· Benjamin is following up with CAB about updating the information provided to the AC meeting (to make it more user-friendly).  Please see the embedded file below:


[image: image1.emf]CAB Report


· Reminder – FCC Annual Certification Forms
· All ETCs are required to fill in a survey with the FCC
· Please send a copy to Benjamin

· Other Items – Death of Spouse
· The question was raised during the AC meeting as to how to handle when a LifeLine account-holder dies (whether the account should transfer to the surviving spouse, or if the spouse needs to reapply)
· Can the account be handled (from the carrier end) as simply a name change, or do some carriers require a new account with the new name?

· Solix says they can handle the process as a revision without triggering a new form sent out, if the carrier submits it as a change, rather than a new account

· Should a surviving spouse be required to reapply under the theory that they need to take ownership of the LifeLine account (or perhaps their income status may change)?

· The issue was also raised about listing the surviving spouse as the “Billing Name” as opposed to the “Responsible Party Name”

· Carriers discussed their systems, with some stating that they use a new customer code with the name is changed, requiring a new account (and new forms)

· One concern raised was people shifting a LifeLine account (say among roommates)

· Solix stated that they have the capability to approve people who sign the forms, assuming the same last name.  Solix can also process an account change (name) without triggering a new form going out if that is how they receive the information from the carrier.  If any carrier has trouble with that process, they are encouraged to contact Karen Haith

· CD is not making any process or policy changes at this time.  CD encourages (but does not require) carriers to handle this situation as an account/name change, rather than asking a customer to re-file for their LifeLine account.

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







July



August
Applications




70%



48%

Renewals




75%



55%
Renewals (Documentation Required)

63%



40%
· Acceptance Rates for Customer Responses
· For August forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

51% Approval Rate

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

· Application




86% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

50% Approval Rate

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

· Application




86% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

48% Approval Rate

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

· Application




86% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

54% Approval Rate

· 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

· 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
	1,861,934
	1,846,711



Total Approved
	(0.91)%
	(0.86)%
	(0.14)%
	(0.50)%
	(0.80)%
	(0.82)%



Percentage change from prior month

	70,723
	79,598
	74,452
	70,192
	65,289
	59,732



Pending Approval
	July
	August
	September
	October
	November
	December

	2010
	2010
	2010
	2010
	2010
	2010


	1,831,801
	
	
	
	
	



Total Approved
	(0.81)%
	
	
	
	
	



Percentage change from prior month

	61,142
	
	
	
	
	



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 – September 22, 2010, 10:00 am PST
Page 5 of 5
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Form

		California Public Utilities Commission - Consumer Affairs Branch Lifeline Data

		M A Y   2 0 1 0		March, April May & June 2010

				LifeLine Appeals Closed by CAB

								June						May						Apr						Mar

				Subcategory				Cert		Ver		Others		Cert		Ver		Others		Cert		Ver		Others		Cert		Ver		Others

				Did not receive form (70)				0		0		0		0		0		1		0		0		0		0		0		0

				Did not return the form (??)				3		8		41		1		0		22		0		0		28		3		8		41

				Received form late (69)				0		0		0		0		0		1		0		0		0		0		0		0

				Income: Applicant alleges no Income (77)				0		0		0		0		0		0		0		0		0		0		0		0

				Income: Exceeds guidelines: annual documentation provided (75)				0		0		6		0		0		5		0		0		5		0		0		6

				Income: Exceeds guidelines: CRT performed annualization (76)				0		0		0		0		0		2		0		0		3		0		0		0

				Income: No documentation provided (74)				2		0		20		0		0		7		0		0		12		2		0		20

				Program: Did not identify program receipient (72)				1		0		6		1		0		2		0		0		1		1		0		6

				Program: Failed to check program (73)				0		0		0		0		0		0		0		0		0		0		0		0

				Signature: Unsigned or signature does not match (71)				0		0		6		0		0		1		0		0		7		0		0		6

				Lifeline Billing Dispute (??)										1		0		3		0		0		7		1		1		11

				Lifeline Appeal (??)										0		0		2		2		1		3		1		4		10

				Totals				6		8		79		3		0		46		2		1		66		8		13		100

				LifeLine Complaints to Utilities - Closed by CAB

																		Lifeline Cases Closed

														June 2010				81

														May 2010				82

														April 2010				72

														March 2010				118

														Total				353

												Month/Year		New Lifeline Cases Received		Lifeline Cases Closed		ULTS English Calls		ULTS Spanish Calls		Total Calls

												June 2010		201		81		376		48		424

												May 2010		211		82		346		44		390

												April 2010		228		72		414		40		454

												March 2010		302		118		501		19		520
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