Implementation Working Group
Minutes
Wednesday, February 13th, 2008
10:00 a.m. to 12:00 p.m. PST, Room 3204
	Last Name
	First Name
	Organization

	Aguirre
	Diana
	Telscape

	Archer
	James
	AT&T

	Beighey
	Debbie
	Sierra Telephone

	Billingsley
	Natalie
	CPUC-DRA

	Byers
	Audrey
	Cox

	Connor
	Cherrie
	CPUC

	Cullen
	Rose
	Volcano Telephone Company

	Didden
	Chip
	Solix, Inc.

	Duckworth
	Carolina
	Verizon

	Evans
	Marcie
	Cox

	Gallardo
	Enrique
	Latino Issues Forum

	Gottesman
	Marek
	AT&T

	Haith
	Karen
	Solix, Inc.

	Henry
	Chris
	Siskiyou Telephone

	Hymes
	Kelly
	CPUC

	King
	Michele
	CPUC-DRA

	Long
	Patti
	CPUC

	Marion
	Dan
	Solix, Inc.

	Mondon
	Jeffrey A.
	AT&T

	Ormiston
	Margo
	Verizon

	Reynolds
	Tim
	Verizon

	Sauer
	Rosa
	Verizon

	Schein
	Benjamin
	CPUC

	Smythe
	Yvonne
	Calaveras Telephone

	Wein
	Olivia Bae
	National Consumer Law Center

	Wenckus
	Mary Jo
	AT&T


Update/Status Reports

· Marketing Outreach RFP.
· RHA protest upheld by DGS
· RFP issued January 25th.  Due date for bids is February 22nd.
· Call Center RFP

· In process.
· 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.
· UPDATE – Solix will be demonstrating the updated website to CPUC staff on March 5th.  They are planning a public demonstration in late March/early April.  Participants will be given the opportunity to give feedback and make suggestions.
Discussion of Continuing and New Issues
· Return Rates – Solix reported on the following mail response rates:





November



December
Verifications


58.7%




57.0%
Certifications


58.3%




58.2%

Audits



48.9%




44.6%
· Acceptance Rates for Customer Responses
· For December forms (sent and returned), acceptance rates for forms returned were as follows:
· (Certs) – 75.2% Approval Rate

· (Verts) –92.6% Approval Rate

· (Audits) –57.5% Approval Rate

· Denial Overturns
· Solix researched a two week period for January 2008 (January 16 – Feb. 1).
· There were 42 Appeals to CAB.

· 29 customers provided additional income documentation to CAB.
· 4 were given extra time after the due date

· 1 was changed based on the judgment of CAB staff

· 7 instances where CAB used more flexible income criteria

· 1 instance where Solix my have denied application in error.

· It was decided that this information was not needed on a bi-weekly basis.  Instead, data will be provided upon request.

· CAB – Report Statistics on Calls Received

· Information from CAB was not available (will be provided at next meeting).
· Call volume is generally steady or dropping.
· Usual problem is that customers are receiving forms and not returning them.

· Solix reports a slight increase in call volume to their call center (10-15%).

· Other Issue – Verizon Mail Returns

· Verizon noted that mail had been “Returned to Sender” as non-deliverable, when subsequent mail to the exact same address had been successfully delivered.
· In the past month (January 13 – February 13), 475 Certifications and 466 Verification forms had been affected.

· All carriers are requested to obtain information from their customer bases as to the extent of this problem.

· Likely postal workers not delivering mail due to recent changes in address.

· Verizon estimates 70% of non-deliverable mail denials are a direct result of this problem.

· Currently, if a form is returned as undeliverable, Solix issues an automatic Denial code for that customer (postcard and outbound dialer are cancelled).

· Carriers have asked Solix and CPUC staff to consider options:

· Resend mail whenever a form is returned undeliverable,

· Resend mail whenever an address change is made by a carrier,

· Delay Denial until the entire enrollment period is past (which allows for the reminder postcard and outbound dialer).

· Solix and CPUC staff will discuss options offline and report back at the next Implementation call.

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 – February 27th, 10:00 am PST
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