LifeLine Working Group
Minutes
Wednesday, September 9, 2009
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· Marketing Outreach Contract
· Planning for LifeLine Awareness Week is September 14-20, which the marketing group will participate in.
· 14 outreach events, 2 sponsored by legislators

· An updated list of events is embedded below
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· Call Center Contract
· To date, there has been no pattern of concerns or complaints about pre-qualification noted by the call center.
· New contract has been approved by DGS
· Preparing for the media buy that starts next week

· Decision 08-08-029 (Pre-qualification)
· Solix has submitted a revised set of flowcharts in response to questions from AT&T.
· After discussion, it was recommended that the process change be put into place.  Solix and the CPUC will keep the WG appraised of the implementation status.

· A concern was raised about the #9 (Transfer Confirmation) Letter.  A customer can successfully transfer, but still be subject to the renewal requirements.  CPUC staff and Solix will work on some revised wording to remind renewal customers who transfer that they still have to turn in their form.

· Draft Decision 08-09-042 (PPP OIR)
· The OIR has been extended to October.
· Other Issues – AT&T Long Distance Notification
· Some concerns were raised about a notice sent to about 4,000 California AT&T LD customers about a change in their fee structure.

· This change does not affect the CA LifeLine Program, despite the LD program using the term “Lifeline”.

· AT&T sent the email below to the Commission to explain the issue.

AT&T Corp recently sent notices to its long distance customers nationwide who were enrolled in a long distance plan called "AT&T Lifeline Plan".  Under this long distance plan, the customer's monthly recurring charge or minimum usage charge was waived.  This long distance plan has not been offered to new customers since 2004.

Postcard notices were sent on August 17, 2009 to advise plan customers
of rate increases, effective October 1, 2009.  The AT&T Lifeline Plan
will no longer exclude long distance monthly recurring and / or minimum
usage charges.  The notices were mailed to approximately 13,000
customers nationwide, of which 4,000 are in California.  The majority of
the impacted California customers receive their local service from AT&T
California, and approximately 15% receive their local service from other
service providers.

AT&T California received inquiries about local Lifeline service from
California customers who received this postcard notification.  We
explained to these customers that the rate changes affect their long
distance service only, and have no impact on a customer's local service.
Once becoming aware that the notification may cause customer confusion,
we took immediate steps to clarify AT&T Corp's postcard notification.
Specifically, AT&T Corp is sending a Call Blast (a pre-recorded message)
to impacted California customers, and mailing a second postcard.  These
additional efforts will make clear to these customers that the changes
to their long distance service will have no impact on their local
service.
· The calls to customers will be in English only.

· Notices to customers currently do not include discussion of fee waivers, although they do include a number to call for questions.

· Other Issues – Enhanced LifeLine
· Carriers are reminded that people living on Tribal land enroll for LifeLine under the same process as everyone else.  There are no separate, carrier-specific forms for them to fill out.

· Other Issues – TTY Process
· Benjamin distributed a flowchart from Solix detailing the proposed improvements to the enrollment process for customers who have a 2nd TTY line.

· Please review the document and be prepared to discuss at the next meeting.

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







July



August
Applications




68% 



47%

Renewals




71%



55%
Renewals (Documentation Required)

60%



41%
· Acceptance Rates for Customer Responses
· For August forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




85% Approval Rate

· Renewals





97% Approval Rate

· Renewals – Documentation Required

54% 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:
	780

	English
	406

	Spanish
	352

	Japanese
	2

	Tagalog
	3

	Vietnamese
	5

	Korean
	5

	Chinese
	7


· Total LifeLine Customers/Total Denial Codes
· Carriers want information included each month, would like company specific information made available to the specific companies, if available.  
· Total LifeLine Customers/Total Denial Codes
· Please see a summary below (this will be updated each month)

	January
	February
	March
	April
	May
	June

	2009
	2009
	2009
	2009
	2009
	2009


	2,088,770
	2,077,772
	2,072,025
	2,063,605
	2,049,773
	2,037,062



Total Approved
	(0.56)%
	(0.53)%
	(0.28)%
	(0.41)%
	(0.67)%
	(0.62)%



Percentage change from prior month

	109,342
	111,101
	110,699
	96,847
	88,723
	94,074



Pending Approval
	July
	August
	September
	October
	November
	December

	2009
	2009
	2009
	2009
	2009
	2009


	2,015,953
	1,995,446
	
	
	
	



Total Approved
	(1.04)%
	(1.02)%
	
	
	
	



Percentage change from prior month

	87,442
	83,939
	
	
	
	



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.

· CAB – Report Statistics on Calls Received

· Statistics are pending on the new database system.
Next Scheduled Call – September 23, 2009, 10:00 am PST
Page 5 of 5
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Events_Presentations_List

		Event Date		Event or Presentation Name		Event or Presentation Address		Event or Presentation Time		Planner		Status		Speaking Opportunity (Yes or No)

		1-Sep-09		Neighborhood House Association Presentation						RHA		Cancelled

		1-Sep-09		The Family Treehouse Presentation						RHA		Confirmed

		2-Sep-09		Arroyo Vista Family Health Center Presentation		6000 N. Figueroa Blvd.				RHA		Confirmed		No

		2-Sep-09		First 5 Contra Costa Presentation		1485 Enea Court, Suite 1200		10 to 11 am		RHA		Confirmed		No

		3-Sep-09		Congressman Becerra, District 31 Presentation		1910 Sunset Blvd, Suite 810		10 to 11 am		RHA		Confirmed		No

		3-Sep-09		Imperial Valley Blind Center Presentation		473 Park Ave.				RHA		Confirmed

		3-Sep-09		Opportunity Junction Office Presentation						RHA		Confirmed

		3-Sep-09		Senior Citizens Emergency Fund Presentation		950 N. Waterman Ct.				RHA		Confirmed

		3-Sep-09		County of Los Angeles DPSS, GAIN Office Presentation						RHA		Cancelled

		4-Sep-09		LA City Mayor’s Office & Human Relations Department  Presentation						RHA		Confirmed

		8-Sep-09		Regional Counseling on Aging Presentation James Brulte Senior Center 		11200 Baseline, Rancho Cucamongo				Business & Community Outreach		Confirmed

		8-Sep-09		Pacoima- Family Source Ctr. Presentation						RHA		Tentative		No

		9-Sep-09		Senior Center Presentation		1140 Oakrest Park Dr., Encinitas		12:15 PM		Business & Community Outreach		Confirmed

		10-Sep-09		Senior Center Presentation		799 Pine Ave., Carlsbard		10:00 AM		Business & Community Outreach		Confirmed

		10-Sep-09		Black Infant Health Staff Presentation						RHA		Confirmed

		10-Sep-09		Bradley-Milken Family Source Ctr. Presentation		1773 E. Century Blvd, Los Angeles		10 am to 12 pm		RHA		Confirmed		No

		10-Sep-09		Building Blocks for Healthy Babies Presentation		(Niles Hall) 1233 Perservation Park, Oakland		9 to 9:25 am		RHA		Confirmed

		12-Sep-09		Hmong Family Health Day		(Meadowview Park) 7760 24th St., Sacramento		9 am to 12 pm		Business & Community Outreach		Confirmed

		14-Sep-09		San Diego Latino Health Mini Series		751 Medical Center Court, Chula Vista		6 to 8 pm		RHA		Confirmed		Yes

		14-Sep-09		Big Bear Valley Senior Center Presentation		42651 Big Bear Blvd., Big Bear		11:00 AM		Business & Community Outreach		Confirmed

		14-Sep-09		Lake Forest Senior Club Presentation		25550 Commercentre Dr., Suite 100, Lake Forest		11:00 AM		Business & Community Outreach		Confirmed

		16-Sep-09		8th Annual Healthy Aging Fair		(Centennial Hall) 22292 Foothill Blvd., Hayward		10 am to 2:30 pm		Business & Community Outreach		Confirmed

		16-Sep-09		Pico Rivera Senior Center Presentation		9200 Mines Ave., Pico Rivera		11:00 AM		Business & Community Outreach		Confirmed

		16-Sep-09		City of Yucaipa Senior Center Presentation		12202 1st St., Yucaipa				Business & Community Outreach		Confirmed

		17-Sep-09		Dixon Senior Center Presentation		(Senior Multi-Use Center) 201 S 5th St, Dixon		10 to 11 am		Business & Community Outreach		Confirmed		Yes

		17-Sep-09		Bill Clinic Co-hosted by CPUC and SHE		1044 Stockton St., San Francisco				TEAM		Confirmed		Yes

		17-Sep-09		Knotts Family and Parenting Institute		1505 W. Highland Avenue, Suite 19, San Bernardino		1:00 PM		Business & Community Outreach		Confirmed

		17-Sep-09		Los Nietos Neighborhood Center		11640 Slauson Ave., Los Nietos		6:00 PM		Business & Community Outreach		Confirmed

		17-Sep-09		LifeLine Awareness Week - Hosted by CPUC, TURN, and Assembly member Andre Swanson		1515 Clay Street Room 1, Oakland		9 am to 1 pm		Business & Community Outreach		Confirmed		Yes

		17-Sep-09		211 Presentation						Business & Community Outreach		Confirmed

		17-Sep-09		National City Chamber of Commerce Presentation		901 National City Blvd., National City				Business & Community Outreach		Confirmed

		18-Sep-09		Orange County Hispanic Chamber of Commerce Presentation		2130 East 4th St., Suite 160, Santa Ana				Business & Community Outreach		Confirmed

		18-Sep-09		Sen. Leland Yee						Business & Community Outreach		Cancelled

		18-Sep-09		Kern County Library - Tehachapi Branch Library Presentation		1001 West Tehachapi Boulevard, Suite A-400, Tehachapi		11:00 AM		Business & Community Outreach		Confirmed

		18-Sep-09		Sure Helpline Presentation		395 Broadway, Suite 2, El Centro				RHA		Confirmed		Yes

		18-Sep-09		The Family Treehouse Presentation		200 N. Imperial, El Centro		10:00		RHA		Confirmed		Yes

		19-Sep-09		Annual Project Access Resource Fair						RHA		Tentative

		19-Sep-09		Literacy Fair						RHA		Tentative

		19-Sep-09		3rd Annual Family Resource Fair sponsored by Assembly member Felipe Fuentes, co-sponsored by Senator Alex Padilla, LA City Mayor Antonio Villaraigosa, Council member Tony Cardenas and LAUSD School Boardmember Nury Martinez		(Branford Park) 13306 Branford St., Arleta		10:00 am to 2 pm		Business & Community Outreach		Confirmed

		30-Sep-09		Health and Nutrition Fair		(Emergency Food Bank) 7 W. Scotts Avenue Stockton		10:00am - 1:00pm		RHA		Confirmed

		Sept. 11 & 12		12th Annual Senior Resource Fair		(Marina Community Center) 15301 Wicks Boulevard, San Leandro		10 am to 2 pm		Business & Community Outreach		Confirmed

		Sept. 11-13, 2009		Fiestas Patrias (Mexican Independence Day Celebration) 						RHA		Tentative		Yes

		Week of Sept. 14th-18th		CCDF LifeLine Awareness Week						RHA		Tentative

		Week of Sept. 14th-18th		Turn, Speak Up						RHA		Tentative
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