California LifeLine Working Group
Minutes
Wednesday, September 21, 2011
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update / Status Reports

· Outreach Contract
· Contract is approved
· Logo Survey
· Information is embedded below:

[image: image1.emf]Logo Survey  Summary


· LifeLine Awareness Week

· There 28 events and one presentation performed by RHA
· Call Center Contract
· No Report
· Solix Process Updates
· Weighted Average Customer Counts – Pilot Program
· Solix is 100% done with testing and coding
· Sept. 23rd – True-up file is sent out for all carriers

· Sept. 26th – One-time update to be sent to Solix

· Appeal Template

· CD is pending on edit suggestions, and data from CAB before proceeding with a request for a cost estimate
· R. 11-03-013 (LifeLine SSA)
· Resolution T-17337 (SSA Calculation) has been released, with Opening Comments due September 6, and Reply Comments due September 13.
· SSA will remain the same ($11.50) for 2012.

· No comments were filed, the Resolution is schedule for a vote on September 22nd.

· Rulemaking R. 09-06-019 (Basic Service Elements)
· No update.
· CAB Report
·  A report was distributed earlier in the week
· Some feedback was made, including a “pending” or “open” line, as well as clarifying some of the placeholder subcategories

· CAB will work on the table with the feedback in mind

· CAB plans to release these reports either once every month or two weeks.
· California LifeLine Administrator RFP

·  DGS has denied Solix’s protest
· The Administrator contract has been awarded to ACS

· Solix will continue to serve as the Administrator during the transition period, schedule to end in mid April.

· Implementation Costs
· Carriers are permitted to claim incremental costs associated with complying with D. 10-11-033.
· All claims must be supported with work schedules (for internal costs) or invoices (for external work).

· All claims are subject to Commission review

· Other Issues – ULTS Budget 2012/13

· Resolution passed.
· Other Issues – CapTel

· CD is working on an Admin Letter to clarity that CapTel is a functional equivalent to TTY for LifeLine purposes.

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







July



August
Applications




70%



63%

Renewals




79%



76%
Renewals (Documentation Required)

69%



63%
· 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




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

49% Approval Rate

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

· Application




87% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

50% 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:
	12,525

	English
	6,953

	Spanish
	5,190

	Japanese
	6

	Tagalog
	29

	Vietnamese
	185

	Korean
	49

	Chinese
	113


· 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
	1,716,379
	1,706,723
	1,691,348



Total Approved - Wireline
	0
	0
	0
	487
	1,845
	3,301



Total Approved - Wireless
	(0.97)%
	(0.73)%
	(0.18)%
	(0.64)%
	(0.48)%
	(0.81)%



Percentage change from prior month

	52,483
	67,879
	59,662
	56,507
	53,494
	49,200



Pending Approval
	July
	August
	September
	October
	November
	December

	2011
	2011
	2011
	2011
	2011
	2011


	1,673,693
	
	
	
	
	



Total Approved - Wireline
	5,289
	
	
	
	
	



Total Approved - Wireless

	(0.92)%
	
	
	
	
	



Percentage change from prior month

	56,239
	
	
	
	
	



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 – October 5, 2011, 10:00 am PST
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CALIFORNIA LIFELINE PROGRAM LOGO SURVEY SUMMARY


		OVERALL (in percentages)



		


		Question 1

(in percentages)

		Question 2

(in percentages)

		Question 3

(in percentages)

		Question 4 (only 10 respondents answered, with one respondent choosing two logos) (in actual numbers)



		Three Rings

		44

		47

		3

		0



		Current Logo

		29

		36

		10

		0



		CaLL Bubble

		19

		12

		13

		4



		CALL + Handset

		5

		4

		30

		3



		Talk Bubbles

		4

		2

		44

		4





        The survey showed two clear popular logos, the current logo and “Three Rings”, with “Three Rings” winning overall.

· By age: Respondents aged 35+ selected “Three Rings” (45%) compared to the current logo (24%) as having caught their attention and said they liked “Three Rings” (53%) the most more prevalently than the current logo (32%). More of the respondents aged 35+ indicated the current logo (10%) as the logo they liked the least versus “Three Rings” (2%).


· By gender: Females (34%) were more likely to indicate the current logo caught their attention than males (23%), but in terms of which logo the females liked the most, the results were close.  22% of females liked “Three Rings” the most compared to 19% of them liking the current logo the most.


        By language: Spanish speaking respondents (39%) were more likely to think the current logo caught their attention than their English counterparts (20%).  More Spanish speaking respondents (43%) said they liked the current logo the most versus English speaking respondents (29%). However, “Three Rings” was close at being liked the most at 40% by Spanish speaking respondents (43% [Current Logo] vs. 40% [“Three Rings”]). More English speaking respondents (13%) indicated the current logo as the logo they liked the least compared to Spanish speaking respondents (6%). When looking at data by language, we must consider that the Spanish speaking respondents (52%) constituted a younger set (being under the age of 35) compared to the English speaking respondents (31%).


· By location: Respondents from the mixed regions of which constituted 14 of the 400 completed surveys had a much stronger preference for “Three Rings”.  None of the respondents from northern CA and the mixed region indicated they liked “Three Rings” the least. 

METHODOLOGY


         Rotated order of logos (5 different arrangements)

         400 completed surveys: 214 English and 186 Spanish; 244 by mail and 156 online


         Sent out 469 surveys by mail


         Online survey: more than 800 potential respondents clicked on the survey link


         Conducted statewide with quotas by county or groups of counties based on population numbers

         4 questions + 2 follow-up questions to Question 4

1.       Which logo caught your attention?

2.       Which logo do you like best?

3.       Which logo do you like least?

4.       Do any of the logos offend or disrespect you?

  If you answered, Yes, to question 4, explain how the logos you identified in question 4 offended or disrespected you.

  Which logo(s) offended or disrespected you?
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LOGOS TESTED
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QUESTIONS? 
Please feel free to contact Michaela Pangilinan by phone at 415-703-1890 or by e-mail at wow@cpuc.ca.gov. 
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Three Rings







        ↓ 



Talk Bubbles







    ↓ 



People







     ↓ 



Handset







       ↓ 



Call Bubble
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