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2012 Program Year Highlights
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*Based on December 2012 data

1,538,950 households
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45 service providers
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AT&T - 63.57%
Verizon - 18.25%
Nexus - 7.56%
Cox - 3.05%
Telscape - 2.57%
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California

LifeLine

1,422 541
households

e 42 service
providers

*12% decrease
INn participation

*Based on December 2012 data

Federal Lifeline
(wireless only)

*116,409
households

¢ 3 service
providers

*48% Increase
INn participation




Fiscal Year 2012-2013

« Budget = $280,000,000
» Expenditures* = about $90,000,000

> =7 3™ oM™= O

» Remaining Budget = about $190,000,000
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*As of December 31, 2012




California LifeLine federal Lifeline

(wireless only)

monthly flat rate = up to $6.84

monthly measured rate = up to $3.66

service connection or conversion fee service connection fee = $0, $32, or $42
= up to $10

teletypewriter users may have a 2"
telephone line with the California
LifeLine discount

For measured rate service, additional additional minutes and text fees = $0.03,
calls after the 60 local calls allocation $0.033, or $0.10
will be billed at different rates

*deposit = not required

*toll-blocking or toll-restriction = no
charge

fees associated with public purpose
program funds = no charge

*CPUC user fee = no charge
*pass-through taxes (federal excise,
state, and local taxes) = no charge
*911 surcharge = no charge
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5 California LifeLine l federal Lifeline
R * monthly flat rate service ~
V discount = up to $11.85* mon_thlyc}‘_ederal B
* monthly measured rate Service discount =
| S service discount = up to $9.25
C $11.85*
U .
E ) | service connection e d_|scounts fOI’_
> discount™* = up to $39 service connection
* Service conversion i *%
P O discount*** = up to $39 SRl e Lel]
R
O 8 |« pass-through taxes discount * limited term monthly
T = up to 13% of California di t for toll
\Y% LifeLine services _ 'S_COl!” or 1o
I - administrative costs = $0.50 limitation = $2.00
per consumer per month
D
E *Does not account for Extended Area Service rates, which provides a higher support for service providers.
**There is a limited service connection discount for enhanced Lifeline participants.
R ***Additional discount for premise visits is available. Connection/conversion rates may change.




C Interactive Voice
O Response (IVR) Web Site
N Phone System
S | . completely redesigned * has a consistent * has Web chat
M fOrms dialing protocol functionality
U - redesigned envelopes » callers have the ability * enables aII_ applicants
P — checklist, contact to access a rep at any and renewing
\1 R info., friendly message time participants to submit
E - renewal approval » does not hang up on forms online
O letters incorporate the callers due to dialing - accepts supporting
R v anniversany/date errors documentation
| Q}%Lgﬁ?ﬁgor'gma's of - allows consumers with  |* provides option to mail
0 E documentation 1o a form to access their in the supporting
e Personal Identification documentation at a
M . Number (PIN)* later time
R - automatically sends a
E 2nd form if the 1st form * outbound IVR leaves - offers consumers the
| is not received a message if ability to check on
Q N . uses meta-data answering machine’s their forms’ status
T structure allowing for detected * has feature to look up
h faster processing time - outbound IVR allows service providers
T S connection to a rep within a zip code
 outbound IVR makes
| D a 2nd call attempt
D *This functionality went live at the end of January 2013.
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Califernia LifeLine Active Participants

0 231,413
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Imperial

*Based on August 8, 2012 data




Application | Y SIENnl Renewal | EERENE
(initial) (second) (Initial) (second)

45% 21% 73% 42%
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*Based on submissions between June and December 2012, and only includes newly designed forms
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S O
\Y |
S o 029%  0.00%
A S ) S )
O
R
» | PaPER  98.72% 78.46%
wS % .
O
D *Based on submissions between June and December 2012, and includes old and newly designed forms.

The online form went live on November 9, 2012.




E
Approved 45,297 (94%) J
L
Program-Based \
| 48,160 (45%) €
G ’ Denied 2,863 (6%)
C \
B )
O
I . Approved 26,374 (87%) J
\Y
L Income-Based ‘ \
I P 30,369 (29%) | i
T A Applications Denied 3,995 (13%)
23 106,063 N
Y = f
I Approved 23,702 (95%) J
S Both Methods | \
MS 24,872 (23%) |
E Denied 1,170 (5%)
h)
T r Y
H Neither Method \ | :
O . )
D *Based on decisions rendered between June and December 2012. Excludes forms not received.
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I | Approved 45,297 (94%) J
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G Denied 2,863 (6%)
C
B
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L 90%
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T A Applications
N = APPROVED
Y Y,
|
S
;/I O y 4,0 £ \
h)
T §
Neither Method .
H 92"62; (3%/0)0 " Denied 2,00 (LU0%)
O )
D *Based on decisions rendered between June and December 2012. Excludes forms not received.
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Approved 153,850 (99.5%)
L \
Program-Based | . y
| 154,553 (42%) g
G ’ Denied 703 (0.5%)
C
B )
O
| Approved 112,741 (98%)
\1
L Income-Based ‘ \ )
I P 114,646 (31%) J d
A Renewals Denied 1,905 (2%)
T R 365,652 -
Y 7 e
I Approved 95,050 (99.7%)
S Both Methods | X )
I\ | o 95,361 (26%) ,
E Denied 311 (0.3%)
h]
T ]
H Neither Method \ :
1,092 (0.3%) \ Denied 1,092 (100%)
O s )
D *Based on decisions rendered between June and December 2012. Excludes forms not received.
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D *Based on decisions rendered between June and December 2012. Excludes forms not received.
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=*On Dec. 30, 2011, began contract with Xerox State & Local
Solutions, Inc. (Xerox) as the new California LifeLine
Administrator.

A
D M *On June 1, 2012, Xerox went live with Its operations.
\%1
'R =On October 31, 2012, Xerox resumed the renewal process.
L
N
I I3 =On November 5, 2012, the direct application process went live.
S
N . . _
- g8 =On November 9, 2012, the online form went live within
- o8 www.californialifeline.com.
hY
B 18 "Between October 15 and December 31, 2012, Xerox
T M disseminated renewal forms to those California LifeLine and
O federal Lifeline participants that were entitled to or scheduled to
R

receive a renewal form from June 1 thru October 31, 2012.
(Catch-Up Renewals)



http://www.californialifeline.com/

On the Web

C www.californialifeline.com
O www.hellosavings.org
http://www.cpuc.ca.gov/puc/telco/public+programs/ults.htm
hY]
T By phone
« California LifeLine service providers & federal Lifeline service providers
A
C « Administrator
T English/Spanish 1-877-858-7463 &b H ELLO
Chinese (Mandarin/Cantonese) |1-888-765-1566 7 ’y
SAVINGS!
Vienamese _________[1-888-765-1569 N
hY Tagalog 1-888-765-1577 & S j
O  Public Call Center
R Unlimited Local Phone Calls
M for less than $7 a Month
A
T ‘ e
I
O
N

« Consumer Affairs Branch 1-800-649-75701



http://www.californialifeline.com/
http://www.hellosavings.org/
http://www.cpuc.ca.gov/puc/telco/public+programs/ults.htm
http://www.cpuc.ca.gov/puc/telco/public+programs/ults.htm

