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9 a.m. to 5 p.m. 
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California LifeLine Program 

Budget and Expenses 
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LOCAL ASSISTANCE  
• Consists of Claims from Service Providers 

 
STATE OPERATIONS 
• Consists of Program Costs, Staff Costs, Contracts Costs, other Program 

Costs 

• The key driver of state operations is the Administrator Expenses 

 

 

State of California Budget Process 

MONTH ACTIVITY 

July Communications Division forecasts a program budget 

October CPUC votes on program budgets 

January Governor’s Budget gets submitted to Legislature 

June Legislature enacts the Governor’s Budget 
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Fiscal 

Year 
Actuals Forecast 

Other 

Expenses 
Total 

2014-15 $295,727,290 $295,727,290 

2015-16 $190,306,767 $240,018,912 $53,204,069* $483,529,748 

2016-17 $627,262,000 $627,262,000 

* Fiscal Year 2014-15 claims 

California LifeLine Program Budget 
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LOCAL ASSISTANCE          ACTUALS PROJECTED TOTAL                             

Wireless Service Providers        $120 million* $175 million $296 million 

Wireline Service Providers          $  56 million* $  57 million $113 million                                           

       $409 million 

Fiscal Year 2014-15 Claims         $  53 million   $  53 million 

                      $462 million 
 

STATE OPERATION     ACTUALS** PROJECTED TOTAL         

Administrator                       $11,475,103 $5,460,035 $  16,935,138 

Salaries & Benefits      $     442,640        $   686,628 $    1,129,268 

Surcharge Audit      $     550,031 $   275,066 $       825,097 

Pro-Rata/Cost Allocation     $  1,178,450 $1,094,395 $    2,272,845 

Other       $     234,570 $     85,992 $       320,562 

       $  21,482,980  

TOTAL Fiscal Year 2015-16 Budget                   $483,529,748 

 

*Payments from July 2015 - December 2015 

**Payments from July 2015 - February 2016 

 

Fiscal Year 2015-16 California LifeLine Budget for  

Expenditures 
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Wireless  July – December     Projected    Total 

Specific Support Amount $116,384,711      $116,513,877    $232,898,588 

Administrative Cost $    3,336,297            $    3,177,651     $    6,513,948 

Connection  $       783,120      $  54,502,177     $  55,285,297 

Surcharges & Taxes $       0      $    1,412,289     $    1,412,289 

           $296,110,122 
 

Wireline   July – December     Projected    Total 

Specific Support Amount $  50,449,363      $ 49,362,374    $  99,811,737 

Administrative Cost $       823,117      $      747,915    $    1,571,032 

Non-Recurring  $       745,085      $   1,573,830    $    2,318,915 

Surcharges & Taxes $    3,904,280      $   5,126,592    $    9,030,872 

           $112,732,556 

Fiscal Year 2015-16 Budget for Local Assistance     $408,842,678 

Fiscal Year 2015-16 California LifeLine Budget for  

Local Assistance is About $409 million 



Communications Division estimates by the end of Fiscal Year 2015-16, 

there will be approximately 1,991,478 California LifeLine participants 

 

Wireless 

• Specific Support Amount – applied $13.20 

• Administrative Cost – applied $0.36 (average of wireless 

administrative costs paid in Fiscal Year 2014-15 through December 

2015) 

• Connection – average connection charges per month in 2015 

• Surcharge & Taxes – applied 16% (California LifeLine 5.5%, DDTP 

0.50%, CTF 1.08%, CASF 0.46% CHCF-A 0.35%, 8% tax) 
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Local Assistance Wireless Projection Methodology 

Fiscal Year 2015-16 



Communications Division estimates by the end of Fiscal Year 2015-16, 

there will be approximately 1,991,478 California LifeLine participants 

 

Wireline 

• Specific Support Amount – applied $13.20 

• Administrative Cost – applied $0.20 (average of wireline 

administrative costs paid in Fiscal Year 2014-15 through December 

2015) 

• Non-recurring – applied service providers’ projections 

• Surcharge & Taxes – applied service providers’ projections 
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Local Assistance Wireline Projection Methodology 

Fiscal Year 2015-16 
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Fiscal Year 2015-16 Forecasted Subsidies 



11 



12 



13 

California LifeLine Program 

Statistics 
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Participation Milestones 

March 2011 Launched federal-only Lifeline wireless telephone services 

March 2014 Launched California LifeLine wireless telephone services 

April 2014 Reversed trend of 81 consecutive month-to-month decreases 

in program participation dating back to June 2007  

February 2015  Number of participants with California LifeLine wireless 

telephone services (52%) surpassed the number of 

participants with California LifeLine wireline telephone 

services 

May 2015 More than doubled the California LifeLine Program’s 

participation 

Year-over-year growth (2014) = 39.50% 

Year-over-year growth (2015) = 49.50% 
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Year-End Participation Numbers 
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March 2016 Participation Numbers 

Number of 
Participants 

Rate of Change 

California LifeLine Program 2,124,120 -10,784 or -0.5% 

California LifeLine Wireline 614,804 -12,578 or -2.0% 

California LifeLine Wireless 1,509,316 +1,794 or +0.1% 
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Eligibility Method Chosen by Participants  

(March 2016) 



18 Drop of 36,000 or 1% over the last three months 

Recent Program Participation Trends 
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Volume of New Requests per Month 



• Launched May 1, 2014 

• Three-step ID Check:  

 1) Query LexisNexis   

 2) Review the included documentation 

 3) Mail the Identity Authentication Form 

• Volume of ID Checks = 5,204,129 

• Pass Rate = 96% 

• Fail Rate = 4% 

• Majority (95%) pass during the first step, which is the 

LexisNexis query 

• Stats cover May 1, 2014 to March 31, 2016 
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Volume and Passing Rate of Consumers Undergoing 

the Identity Authentication Process (ID Check) 
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Returned Mail Trends 

99% of 127,000 mail pieces forwarded between launch and Feb. 2016 is for wireless 
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Mapping California LifeLine Participants 

WIRELINE WIRELESS 
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Form Auditing Categories  

•Quality assurance (QA) conducted monthly & 

on an ongoing basis  

•Assess process accuracy 

•23 audit fields  

Form Review 

i. Name Match 

ii. Initials, last four of Social Security 

Number, Date of Birth 

iii. Signature Match  

Supporting Documentation Review 

i. Acceptable and current  

ii. Program-based eligibility 

iii. Income-based eligibility 

Accuracy of Eligibility Decision 

i. Accurately processed (Approval or 

Denial) 

ii. Accurate Correctable Denial/Denial 

codes 

 

Form Auditing Results (February 2016)  

•UCL = 95% 

•Confidence Interval = 2.5 

•Total February 2016 Forms Population = 237,925 

•February 2016 Forms Audit Population = 1,524 

 

•February 2016 QA Audit Score = 99.02% 

 

•February 2016 Eligibility Decision Audit 
Score = 98.20% 

 

•March 2015 to February 2016 average 
Eligibility Decision Audit Score = 97.36% 

Quality Assurance of Eligibility Decisions 
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California LifeLine Program 

Renewal Process 
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• Year 2010: began researching the possible reasons for 

decreasing volumes of renewals 

• Directed the California LifeLine Administrator to implement 

the following strategies to improve the renewal rates: 
i. Modify the envelopes 

ii. Implement mail forwarding 

iii. Share more information in the expanded return feed with California LifeLine providers about 

renewing participants by 1) providing the correctable denial codes and 2) developing new 

status codes  

iv. Conduct a survey of renewing participants 

v. Implement a pilot SMS campaign for renewing California LifeLine wireless participants 

vi. Modify the content of the outbound call campaign for renewals 

vii. Augment capability of existing Interactive Voice Response (IVR) system’s capability to accept 

renewal forms 

viii. Redesign online renewal form, i.e., Web Enrollment System (WES) Phase 1              

launching by April 1, 2016  

Recent Improvements by the  

California LifeLine Administrator 
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California LifeLine Wireline Renewals 
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California LifeLine Wireless Renewals 
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Wireless 
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Renewal Response Rates and Methods 

(January 2015 to April 2016) 
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Types and Frequency of Reminders  

Sent by the Administrator to Consumers 

TYPE OF REMINDER WIRELINE WIRELESS 

Day 3 Outbound Call Reminder for Applicants 

Day 21 Outbound Call Reminder for Applicants 

Day 21 Reminder Postcard for Applicants 

Day 3 Outbound Call Reminder for Renewing Participants 

Day 21 Outbound Call Reminder for Renewing Participants 

Day 3 SMS Reminder for Renewing Participants (pilot) 

Day 21 SMS Reminder for Renewing Participants (pilot) 
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Renewal Survey Responses 
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Renewal Survey Responses (Continued) 
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Top Denial Codes – Wireless (March 2016) 
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Top Denial Codes – Wireline (March 2016) 
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Applications Renewals 

Eligibility Decisions – Wireless (Year 2015) 
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Eligibility Decisions – Wireline (Year 2015) 
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Renewal Response Dates (Year 2015) 
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Date of Response in the Renewal Process Timeline 
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Communications Division’s Proposed Changes to 

the Renewal Process 

• Reduce the timeline from 105 days to 45 days 

 -  Renewing participants may submit renewals up to Day 38 

 -  Response date will be fixed at Day 38  
 

• Consumer would not need to wait until after the Anniversary Date to 
submit an application 

 

 

 

 

• The California LifeLine Administrator will send the approval (possibly 

denial also) notification for a renewal to both the renewing 

participant and the California LifeLine provider as soon as the 

eligibility decision is ready 

        

-  Eligibility decision = Denial 
Consumer may immediately 

submit an application 
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Possible Improvements by the  

California LifeLine Administrator 

i. Implement SMS campaign for all renewing California LifeLine 

wireless participants 

ii. Implement WES Phase 2 

iii. Implement WES Phase 3 

iv. Augment responsibilities of the California LifeLine Administrator’s 

call center staff to accept renewal forms 

v. Develop geocoding system for enhanced Lifeline participants 

vi. Implement Helpdesk Ticketing System (pilot test is in progress) 

vii. Disseminate a California LifeLine Participant Number to each 

participant 
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Parties’ Proposed Changes to the Renewal Process 
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Consumer Protection 



1. Consumer Affairs Branch 

2. California LifeLine 

Administrator 

3. Federal Communications 

Commission (FCC) 

4. Consumer Groups 

5. California LifeLine 

Providers 

• Currently, complaint 

processes encourage 

consumers to contact 

California LifeLine 

providers first, CPUC 

second, and FCC last 

 

• CPUC has incomplete 

picture of consumers’ 

experiences 
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Possible Sources for Information Regarding 

Consumers’ Experiences 
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Consumer Affairs Branch Data 

Equipment Problem 

Unfulfilled Application 
Request 

Unfulfilled 
Discounted Service 

Unauthorized 
Transfer 

2014 

21% (152) 

44% (318) 

25% (180) 

5% (38) 

2015 

34% (391) 

24% (281) 

23% (259) 

16% (183) 
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California LifeLine Administrator Data  
(Three Months: January 18 to April 18, 2016) 



• California had the most number of complaints = more than 52,000 

• Florida was the next state with about 35,000 complaints 

• Time frame = December 29, 2014 to April 17, 2016  

• Published charts do not indicate the types of complaints by state 

• Top phone service related problems experienced nationwide are: 

 1) billing   

 2) availability 

 3) number portability 

 4) equipment 

 5) privacy 

 

Source: https://consumercomplaints.fcc.gov/hc/en-us/articles/2045377 and 

https://consumercomplaints.fcc.gov/hc/en-us  
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Federal Communications Commission Data 

https://consumercomplaints.fcc.gov/hc/en-us/articles/204537720
https://consumercomplaints.fcc.gov/hc/en-us/articles/204537720
https://consumercomplaints.fcc.gov/hc/en-us/articles/204537720
https://consumercomplaints.fcc.gov/hc/en-us
https://consumercomplaints.fcc.gov/hc/en-us
https://consumercomplaints.fcc.gov/hc/en-us


47 

Consumer Groups Data 
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Data from ALL California LifeLine Providers 
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Degree of Involvement of Service Providers  

in the Enrollment Process 
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Some Existing Disclosures 

California LifeLine Wireline and Wireless Service Elements 

disclose to each participant before activating service that they are entitled to a voice-
grade connection and the conditions under which the participant may terminate 
service without penalty if one cannot be provided  

California LifeLine Wireless Service Element #9 

disclosures must include the charges or fees associated with using operator services  
and the impact of terminating wireless service for contracts lasting more than one 
year, e.g., the consumer will be subject to the retail rates charged by the service 
provider and any applicable early termination fees  



51 

Some Existing Disclosures 

California LifeLine Wireless Service Element #9 

prominently disclose and disseminate terms and conditions, including: 
• their rates and fees 
• the charges, terms, and conditions associated with purchasing additional minutes 
• 911 emergency services location accuracy and reliability standards as required in 

basic service element number I.2.(d) in Appendix A of Decision 12-12-038 
• potential service coverage and service quality issues 
• safety related considerations when handsets are removed from the home and 

when there is poor mobile reception 
• any charges associated with calling 800 or 800-like toll-free services 
• the device’s condition if refurbished 
• the device’s applicability on other provider’s wireless networks 
• power back-up requirements, including limitations due to power for equipment on 

towers or other facilities, e.g. that wireless telephone service may not work if the 
tower the wireless handset is trying to reach loses commercial or backup power  
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Disclosures and Examples of Issues  

with Existing Disclosures 
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Oversight of California LifeLine Providers’  

Sales Reps 
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California LifeLine Program  

N11 Obligation 
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N11 Obligation 

California LifeLine Wireline and Wireless Service Elements #2 

provide free, unlimited access to 911 emergency services, in compliance with 
current state and federal laws and regulations  

California LifeLine Wireline and Wireless Service Elements #18 

provide free access to the California Relay Service via the 711 abbreviated 
dialing code  
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N11 Obligation 

California LifeLine Wireless Service Element #19 

provide free, unlimited access to public safety N11s (211, 311, 511, 711, and 
811) for California LifeLine eligible plans with 1,000 or more voice minutes 

calls to these special service N11s shall not count against the participant’s 
allotted voice minutes or number of calls  

offering these features on plans with 1,000 or more minutes, or by offering at 
least one plan with unlimited voice minutes that conform to this Decision, 
and which may include text, but not video or data  
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N11 Obligation 

California LifeLine Wireless Service Element #20 

provide free, unlimited access to 611 for service provider billing and repair 
services  

California LifeLine Wireless Service Element #21 

provide access to 411, and disclose charges and conditions associated with 
411 access and information  
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N11 Obligation 

Consider whether service 
suspension for non-payment 
may serve as another trigger 
for ending the N11 obligation 


