Implementation Working Group
Minutes
Wednesday, January 30th, 2008
10:00 a.m. to 12:00 p.m. PST, Room 3204 or

Call-in number: 866.725.4934 /pass code: 8355363#
	Last Name
	First Name
	Organization

	Aguirre
	Diana
	Telscape

	Archer
	James
	AT&T

	Beighey
	Debbie
	Sierra Telephone

	Byers
	Audrey
	Cox

	Connor
	Cherrie
	CPUC

	Didden
	Chip
	Solix, Inc.

	Doleshal
	Christy
	Solix, Inc.

	Donovan
	Jack
	Solix, Inc.

	Duckworth
	Carolina
	Verizon

	Gottesman
	Marek
	AT&T

	Haith
	Karen
	Solix, Inc.

	Henry
	Chris
	Siskiyou Telephone

	Mondon
	Jeffrey A.
	AT&T

	Reynolds
	Tim
	Verizon

	Schein
	Benjamin
	CPUC

	Smythe
	Yvonne
	Calaveras Telephone

	Wenckus
	Mary Jo
	AT&T


Update/Status Reports

· Marketing Outreach and Call Center RFPs.
· RHA protest upheld by DGS
· UPDATE – RFP issued January 25th.  Due date for bids is February 22nd.
· UPDATE – Call Center RFP should be issued within two weeks.

· Interactive website construction update.
· We are looking at a March 2008 timeframe to demonstrate the website design to community-based organizations and carrier representatives.
· Solix has provided a few working examples of screen shots to CPUC staff.
Discussion of Continuing and New Issues
· Verification Ramp Up – Solix reported on the following mail response rates:





November (Prior)

November (Current)
Verifications


58.3%




58.7%
Certifications


57.7%




58.3%

Audits



48.5%




48.9%

It was noted that calls to Solix are up, generally due to the Verification ramp-up, which reached 100% in September 2007 (which means the denial letters for the 100% group are now going out).  Solix estimates they respond to about 2,000 calls a day related to denial letters.


It was requested that CAB give a report on call statistics at the next meeting.

· Acceptance Rates for Customer Responses
· For November forms (sent and returned), acceptance rates for forms returned were as follows:
· (Certs) – 71% Approval Rate

· (Verts) –91% Approval Rate

· (Audits) –46% Approval Rate

· Denial Overturns
· Solix researched a two week period for January 2008 (January 1-16).
· There were 107 Appeals to CAB.

· 55 were upheld – no change was made to customer account.

· 52 were overturned – customer status was changed.

· Usual reason for overturned was the customer subsequently provided the required documentation after the due date.

· 2 overturns were the result of preventable errors on the part of Solix.

· Preventable errors included a math error and a Solix customer service rep pushing the wrong button.

· Solix is revising their CSR training to prevent such occurrences in the future.

Items tabled or resolved from prior meetings:
· AT&T Proposal on Late-Filed Forms – dealt with in LifeLine decision process.

· LifeLine Complaint Form Proposal

· CAB overturn of Solix ineligible decision processing data fields.

· Assigned Number Issues in Carrier Data/ OCN Exchange.
· Solix Date Field Definitions and Recent Changes.

· Lifeline program special processes for when service providers go out of business.

· Effectiveness of program changes on response rate.

· Process for submitting customers to compliance audit process.

· First Class mail – All mail sent first class as of July 16, 2007.

· Overturn notification.

· Outbound dialer.

· Calling on behalf of customers (privacy issue).

· Solix/carrier true-up status.

· Solix enhancement of customer records.

· Reminder – FCC annual survey.

· Customer disconnects issue.

· Wildfire recovery efforts.
Schedule Next Call – January 30th, 10:00 am PST
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