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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

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
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California LifeLine Program Budget

Fiscal Actuals Forecast Other Total
Year Expenses
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
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Flscal Year 2015-16 California LifeLine Budget for
Expenditures

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

6 *Payments from July 2015 - December 2015
*Payments from July 2015 - February 2016




Flscal Year 2015-16 California LifeLine Budget for
Local Assistance is About $409 million

Projected

Wireless July — December
Specific Support Amount $116,384,711
Administrative Cost $ 3,336,297
Connection $ 783,120
Surcharges & Taxes $ 0

$116,513,877
$ 3,177,651
$ 54,502,177
$ 1,412,289

Projected

Wireline July — December
Specific Support Amount $ 50,449,363
Administrative Cost $ 823,117
Non-Recurring $ 745,085
Surcharges & Taxes $ 3,904,280

$ 49,362,374
$ 747,915
$ 1,573,830
$ 5,126,592

Fiscal Year 2015-16 Budget for Local Assistance
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Total

$232,898,588
$ 6,513,948
$ 55,285,297
$ 1,412,289
$296,110,122

Total

$ 99,811,737
$ 1,571,032
$ 2,318,915
$ 9,030,872
$112,732,556
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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

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 Wireline 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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Flscal Year 2015-16 Forecasted Subsidies

Wireless

$55,285,297

= Specific Support Amount

m Administrative Cost
Connection

m Surcharges & Taxes

Wireline

= Specific Support Amount

B Administrative Cost
Non-recurring

m Surcharge & Taxes
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Revenues and Surcharge Rates, FY 2006-07 to 2015-16
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California LifeLine Program
Statistics

13
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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%

14
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March 2016 Participation Numbers

Number of Rate of Change
Participants

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%

Xerox @)’
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Allg b|||ty Method Chosen by Participants

7,619

8,286

10,192

H SNAP

M Section 8
m LIHEAP
Medicaid/Medi-Cal
WSSl
mWIC

Top six programs account
for 96% of total
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Volume'and PassMg Rate of Consumers Undergoing
the Identity Authentication Process (ID Check)

« Launched May 1, 2014
* Three-step ID Check:
1) Query LexisNexis
2) Review the included documentation
3) Malil 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

NG
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Returned Mail Trends
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Mapping California
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_ifeLine Participants

STATE OF CALIFORNIA
CA LifeLine Participants by ZIP Code

STATE OF CALIFORNIA
CA LifeLine Participants by ZIP Code
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Quality Assurance of Eligibility Decisions

Form Auditing Cateqories

*Quality assurance (QA) conducted monthly &

on an ongoing basis
*ASSesSs process accuracy
23 audit fields
Form Review

l. Name Match

ii. Initials, last four of Social Security
Number, Date of Birth

lii.  Signature Match
Supporting Documentation Review
l. Acceptable and current
ii.  Program-based eligibility
lii. Income-based eligibility
Accuracy of Eligibility Decision
I Accurately processed (Approval or
Denial)

Il Accurate Correctable Denial/Denial
23 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%

Xerox @,)



California LifeLine Program
Renewal Process

Xerox @)
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Recent Improvements by the
California LifeLine Administrator

* 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:

25
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Modify the envelopes
Implement mail forwarding

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

Conduct a survey of renewing participants
Implement a pilot SMS campaign for renewing California LifeLine wireless participants
Modify the content of the outbound call campaign for renewals

Augment capability of existing Interactive Voice Response (IVR) system’s capability to accept
renewal forms

Redesign online renewal form, i.e., Web Enrollment System (WES) Phase 1
launching by April 1, 2016
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California LifeLine Renewal Process

ID AUTHENTICATION WINDOW - 22 day window

An ID Authentication Form can be issued at any point in the time line up to day 74 depending on how quickly the renewing
participant submits the Renewal Form. The last day to receive an 1D Authentication Form from a renewing participant is day 95.

CORRECTABLE DENIAL WINDOW - 22 day window I
A correctable denial can be issued at any point in the time line up to day 45 based
on how quickly the renewing pamc‘ipanr returns the initial Renewal Form with at |
least one error that requires correction. The renewing participant receives a 22 day
window to submit the 2nd Renewal Form from the day the correctable denial is |
created. The last day to issue a reprint request for a correctable denial is 8 days
prior to the due date |

INITIAL RENEWAL TIME FRAME SOFT DENIAL
sent day 1 - due day 44 TIME FRAME ! Pg’n"’i‘c’i 13;,,
44 day window sent day 45 - due day 66 ||
22 day window | Date

- - - - = This is another of correctable
Day 1 is 104 days prior to the renewing participants’ |geqia; put is au?'op;ene,amm,any

anniversary date. renewing participant who did not |
submit the initial Renewal Form.
Denial code: 22-15

Administrator Review- Administrative review can happen at any point in the time line up to day 102. Administrator has 7 days to review documents from date they were received.

A

Day 3 Day 36 Day 58 Day 74
Outbound Last day to issue Last day to issue Last day to issue an
call Made. a reprint request a reprint request ID Authentication
(initial renewal). (soft denial or Form.
correctable denial).
Day 21 Day 104
If form not received Day 66 Last Day for Administrator to
Outbound Call Made. Last day to receive a Renewal communicate eligibility

Form and still allow for the 1D ~ decision.
Authentication Process. Administrator holds eligibility
decisions until the day

before the anniversary date.

renewal tmefine ver. 08/18:20 PN
. Xerox @,)
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California LifeLine Wireline Renewals

Service Provider

Responded to the

Approved to

Entered Renewal

Response Rate

Approval Rate of

Year |Month Type Renewal Packet Renew Process to Renewal Renewal Respondents Renewal Rate
2014|January Wireline 83,554 78,680 93,004 90% 94% 85%
2014|February Wireline 68,985 64,617 76,856 90% 94% 84%
2014|March Wireline 74,693 70,421 83,246 90% 94% 85%
2014)April Wireline 80,590 76,708 88,853 91% 95% 86%
2014|May Wireline 67,268 63,910 75,094 90% 95% 85%
2014|June Wireline 63,070 60,391 70,243 90% 96% 86%
2014 July Wireline 57,444 54,848 64,172 90% 95% 85%
2014]August Wireline 76,917 73,794 84,466 91% 96% 87%
2014|September |Wireline 74,230 71,212 81,293 91% 96% 88%
2014|October Wireline 73,378 70,441 81,078 91% 96% 87%
2014|November |Wireline 76,566 73,477 84,808 90% 96% 87%
2014|December |Wireline 66,453 63,823 73,719 90% 96% 87%
2015)January Wireline 65,194 62,838 71,979 91% 96% 87%
2015|February Wireline 54,431 52,295 60,333 90% 96% 87%
2015|March Wireline 56,015 53,779 62,103 90% 96% 87%
2015)April Wireline 63,160 60,884 69,422 91% 96% 88%
2015|May Wireline 52,320 50,255 57,970 90% 96% 87%
2015une Wireline 49,418 47,451 54,898 90% 96% 86%
2015July Wireline 44,414 42,482 49,397 90% 96% 86%
2015]August Wireline 59,619 56,934 65,055 92% 95% 88%
2015|September |Wireline 57,653 54,767 62,960 92% 95% 87%
2015|October Wireline 58,470 55,440 64,350 91% 95% 86%
2015|November |Wireline 57,252 54,166 63,192 91% 95% 86%
2015|December |Wireline 52,708 49,963 58,042 91% 95% 86%

28
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California LifeLine Wireless Renewals

Service Provider |Responded to the Approved to Entered Renewal Response Rate |Approval Rate of

Year |Month Type Renewal Packet Renew Process to Renewal Renewal Respondents Renewal Rate

2014|January Wireless 8,484 8,067 15,100 56% 95% 53%
2014 |February Wireless 4,643 4,414 9,699 48% 95% 46%
2014|March Wireless 6,449 6,128 13,326 48% 95% 46%
2014 |April Wireless 6,547 6,211 14,032 47% 95% 44%
2014|May Wireless 6,244 5,902 14,354 44% 95% 41%
2014|June Wireless 6,585 6,300 13,017 51% 96% 48%
2014 |July Wireless 6,975 6,672 12,639 55% 96% 53%
2014|August Wireless 6,601 6,321 11,933 55% 96% 53%
2014|September |Wireless 5,593 5,344 10,392 54% 96% 51%
2014|October Wireless 6,145 5,768 11,107 55% 94% 52%
2014|November |Wireless 6,170 5,910 10,915 57% 96% 54%
2014|December |Wireless 8,201 7,729 17,457 47% 94% 44%
2015)January Wireless 13,215 12,377 32,494 41% 94% 38%
2015|February Wireless 13,547 12,612 37,060 37% 93% 34%
2015|March Wireless 16,473 15,325 41,382 40% 93% 37%
2015|April Wireless 19,804 18,595 50,394 39% 94% 37%
2015|May Wireless 25,849 23,931 78,255 33% 93% 31%
2015)June Wireless 29,350 26,696 92,153 32% 91% 29%
2015 July Wireless 34,345 30,790 105,996 32% 90% 29%
2015]August Wireless 26,995 24,149 84,967 32% 89% 28%
2015|September |Wireless 24,023 21,407 76,982 31% 89% 28%
2015|October Wireless 34,290 30,218 119,634 29% 88% 25%
2015|November [|Wireless 34,981 30,455 116,759 30% 87% 26%
2015|December |Wireless 36,461 31,805 124,403 29% 87% 26%
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Renewal Response Rates and Methods
(January 2015 to April 2016)

MAIL WEB IVR

a

Program 68% { 32% 1%

Wireline 70% 30% 0%
L J \ _J A\

Wireless 63% 35% 2%

Xerox @)
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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

QYA AU,

Day 21 Outbound Call Reminder for Renewing Participants
Day 3 SMS Reminder for Renewing Participants (pilot)

Day 21 SMS Reminder for Renewing Participants (pilot)

QYA Y Y U

R;@

X
o
O
X
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Renewal Survey Responses

Run: #1- #19 Week: 11/29/15 to 4/10/2016 Target: 864 of 1,500 % of Target: 58%
r e i
Survey Status Completed Surveys Cancelled Surveys
14,000 12,273 1,000 30 224
’ Bz
12,000 g00 00
BOD %0
E.000
A0 100 £ &2
a7
= - : p Il .
2,000 BE3 3z7 o — o -
o — . Caller/Participant Answered  [90-08] Remove From Number Mo Longer in Renewal In Frocess  Participant Has Besn Participant Has Been
Incomplete Complets Cancelied Requirsd Questions Frogram Request to OPLIC Service [PercTs) Approved Removed
L% A AN A
-
Incomplete Surveys
s 6912
7,000
5,000
3.000
2,000
3
e 1802
2,000
s - - - = = = ” = = =
o _
Rzt & Wokcsimail Hmmul Wtainall Mot Partidpant/Diilon Demonsrabe Lok of  WVelcemall b Full Racihend @ Busy Flag for Radaarch  Falbots o Acdwesr &l Phoos Call Dropced  Requecited a Calbek  Speaks Diffsrect
Massage St Calls Mk | Interest in the Surwey Shgnal Reguined Cpasstions Largumge
o

Reason Categories
330

Undesiood
Carrier Gave
raccumte
I nmation

Farm Recedved,

Wrong language

o 8 B B B

wand |
¥

I

-

-

-

-

| E
ﬂmvllnm:m.ﬂ

| E

| E

E

E

|-

|\.

E

|.,

of Pasticipant
Fasn Receined, ot

U rratialied with
5 e, Eiqu prment

Time Constraint Busy
Schaduls

Potertial Fraud Ciss I I

M Larger narestes I -

Cabms Ko Knowledge
LnL e
By Custo mar

Xerox @,)

32



CANCELLED COMPLETE INCOMPLETE
]

= & g8 5 c = z

i 8§ £: .3 |2f %3 5| 3 g 2 | 3 3
REASON s o w g g. 3 a i 3 i z § 3 E -
CATEGORIES ° z 2 £ £ . g2 s § E § 2 = a o I 2 TOTALS

= | ‘§ H ‘E » €c | & E E £l 2y = 5 3 G} :E s % g | 3 38

HEHE 31 TARNE TR N HERAE

55 SB[ fs|ie|s2|3:3| B (38| 5 |5:2| £ | & |3 g (38 8 |45
Carrier Gave Inaccurate 7 7
Information
Claims No Knowledge of
Participant 4 1> 1
Claims Wrong Number 4 86 0
Dialed
Form Not Received 292 1 2 1 1 1 298
Form Received Recently 144 1 145
Form Received, Has
Submitted 75 75
Form Received, Lost By 1" 1
Customer
Form Received, Not
Understood 17 1 18
Form Received, Wrong 5 7
Language
Moved or Resides Elsewhere s = =
No Longer Interested 3 2 1 1 7
Number Not In Service 224 1 225
Person Using Phone Not 37 & 14 E 83
Applicant
Potential Fraud Case 11 2 6 19
Removed From Program 31 31
Renewal In Process 1 51 10 62
Time Constraint/Busy
Schedule = =7
Unaware Renewal Was
Needed = =
Unsatisfied with & "
Service/Equipment
(No Reason Found) 62 5 13 372 53 1 588 23 1907 6905 178 18 11 237 1524 12197

Grand Total 224 62 37 64 62 802 EYE] 57 145 588 23 1908 6912 179 18 11 237 1824 13526
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Top Denial Codes — Wireless (March 2016)
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Volume of Renewal Respondents
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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

Consumer may immediately

_ Eligibility decision = Denial |:[>Submit o anplication

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
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Possible I‘mprovements by the
California LifeLine Administrator

Implement SMS campaign for all renewing California LifeLine
wireless participants

Implement WES Phase 2
Implement WES Phase 3

Augment responsibilities of the California LifeLine Administrator’'s
call center staff to accept renewal forms

Develop geocoding system for enhanced Lifeline participants
Implement Helpdesk Ticketing System (pilot test is in progress)

Disseminate a California LifeLine Participant Number to each
participant

Xerox ")



Parties’ Proposed Changes to the Renewal Process
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Consumer Protection

42
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POSSIb|e Sources for Information Regarding
Consumers’ Experiences

. Consumer Affairs Branch
. California LifeLine

Administrator
Federal Communications

Commission (FCC)

. Consumer Groups

. 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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Consumer Affairs Branch Data

Equipment Problem

2014

21% (152)

2015

Unfulfilled Application
Request

34% (391)

44% (318)

Unfulfilled
Discounted Service

24% (281)

25% (180)

Unauthorized
Transfer

23% (259)

5% (38)

16% (183)




Callforma LifeLine Administrator Data
(Three Months: January 18 to April 18, 2016)

Volume of Reported Equipment Problem = 725

li...

Battery/Power Issue Touch screen/Button don’t Can't hear on device Error code/Service issue Phone freeze/overheat
work
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Federal Communications Commission Data

« 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.qgov/hc/en-us/articles/2045377 and
https://consumercomplaints.fcc.gov/hc/en-us
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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
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from ALL California LifeLine Providers

ANNUAL
REPORT

[YEAR]
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In the Enrollment Process
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I
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
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Some Existing Disclosures

California LifeLine Wireless Service Element #9

prominently disclose and disseminate terms and conditions, including:

e 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 [.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

e 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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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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