California LifeLine Working Group
Minutes
Wednesday, December 28, 2011
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update / Status Reports

· Outreach Contract
· Obtained 6-7 partners
· Call Center Contract
· No Report
· Solix Process Updates
· Weighted Average Subscriber Count Report
· Had a call on 12/20
· Some special one-time reports provided to carriers by request

· 12:30 am EST on the first of the month would be the first report

· Dan Marion recommends carriers check the report detail to the summary

· R. 11-03-013 (LifeLine SSA)
· No Report
· Rulemaking R. 09-06-019 (Basic Service Elements)
· A draft decision is out
· Comments have been submitted
· A vote is pending

· CAB Report
·  See the latest report embedded below:
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· California LifeLine Administrator Contract
·  No Report.
· Claim Form

· No Report
Discussion of Continuing and New Issues
· Return Rates – Solix reported on the following mail response rates:







October

      November
Applications




67%



65%

Renewals




82%



77%
Renewals (Documentation Required)

72%



66%
· Acceptance Rates for Customer Responses
· For October forms (sent and returned), acceptance rates for forms returned were as follows: 

· Application




88% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

51% Approval Rate

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

· Application




88% Approval Rate

· Renewals





96% Approval Rate

· Renewals – Documentation Required

49% Approval Rate

· 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

· 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.
· Monthly carrier counts and other information are now published on the California LifeLine webpage:

http://www.cpuc.ca.gov/PUC/Telco/Information+for+providing+service/FormNotices_Public+Program.htm
· 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
	54,050
	49,419
	46,057



Pending Approval – Wireline
	0
	0
	0
	2,457
	4,075
	3,143



Pending Approval – Wireless

	July
	August
	September
	October
	November
	December

	2011
	2011
	2011
	2011
	2011
	2011


	1,673,693
	1,657,618
	1,641,537
	1,631,002
	1,618,575
	



Total Approved - Wireline
	5,289
	14,442
	24,617
	39,901
	53,778
	



Total Approved - Wireless

	(0.92)%
	(0.41)%
	(0.35)%
	0.29%
	0.09%
	



Percentage change from prior month

	47,847
	49,139
	49,701
	49,657
	43,989
	



Pending Approval - Wireline
	8,402
	7,035
	20,009
	24,755
	23,004
	



Pending Approval - Wireless

Next Scheduled Call – January 11, 2011, 10:00 am PST
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		CAB Data for LifeLine WG & AC - 2011																Updated 12-06-11

		As of November 30, 2011

						LifeLine Billing Complaints in CAB

						June		July		Aug		Sep		Oct		Nov		Dec		TOTAL

		Received				3		4		12		12		9		12				52

		Closed				5		9		3		8		9		16				50

						LifeLine Appeals in CAB

						June		July		Aug		Sep		Oct		Nov		Dec		TOTAL

		Received				186		148		253		181		195		213				1176

		Closed				356		174		170		165		111		244				1220

				Closed LifeLine Appeals and Lifeline Billing Complaints by Subcategory in CAB

				Appealable		June		July		Aug		Sep		Oct		Nov		Dec		TOTAL

		CRT:  Did Not Receive Form		Y		4		1		1		3		5		11				25

		CRT:  Did Not Return the Form		N		93		61		29		33		22		62				300

		CRT:  Received Form Late		Y		5		1		3		1		0		0				10

		Income:  Applicant Alleges No Income		Y		0		0		1		0		1		0				2

		Income:  Exceeds Guidelines – CRT Performed Annualize		Y		0		0		0		0		0		4				4

		Income:  Exceeds Guidelines Annual Doc Provide		Y		12		4		5		9		3		17				50

		Income:  No Documentation Provided		Y		93		37		52		40		35		47				304

		Lifeline Appeal (a redundant subcategory)		Y		1		0		0		0		0		4				5

		Lifeline Billing Dispute		Y		5		9		3		7		9		16				49

		Program:  Did Not Identify Program Recipient		Y		45		25		32		30		16		42				190

		Program:  Failed to Check Program		Y		2		0		0		1		1		0				4

		Signature:  Unsigned or Signature Doesn’t Match		Y		47		23		21		23		17		30				161

		ULTS (a “placeholder” subcategory)		N/A		50		21		24		24		11		26				156

		Unknown (a "placeholder" subcategory)		N/A		4		1		2		1		0		1				9

						LifeLine Phone Contacts in CAB

						June		July		Aug		Sep		Oct		Nov		Dec		TOTAL

		Received				79		70		108		121		112		130				620

		Closed				79		70		108		121		112		130				620
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