Implementation Working Group
Minutes
Wednesday, April 23rd, 2008
10:00 a.m. to 12:00 p.m. PST, Room 3204
	Last Name
	First Name
	Organization

	Aguirre
	Diana
	Telscape

	Beane
	Sue
	AT&T

	Beighey
	Debbie
	Sierra Telephone

	Byers
	Audrey
	Cox

	Connor
	Cherrie
	CPUC

	Cullen
	Rose
	Volcano Telephone

	Didden
	Chip
	Solix, Inc.

	Donovan
	Jack
	Solix, Inc.

	Evans
	Marcie
	Cox

	Gottesman
	Marek
	AT&T

	Haith
	Karen
	Solix, Inc.

	Marion
	Dan
	Solix, Inc.

	McFall
	Casey
	Milestone Consulting

	Ormiston
	Margo
	Verizon

	Schein
	Benjamin
	CPUC

	Tardeo
	Edy
	AT&T

	Weigand
	Julie
	RHA

	Wein
	Olivia Bae
	National Consumer Law Center

	Wenckus
	Mary Jo
	AT&T


Update/Status Reports

· Marketing Outreach RFP.
· Issued Intent to Award on Friday, April 4th.
· Rescinded Monday, April 7th.

· Reissued Intent to Award to RHA on April 9th.

· PHFE protested the Intent to Award.  DGS has their information, and the protest is under review.

· Call Center RFP

· RFP has been cancelled due to bidders not following instructions.
· The RFP will be reissued, and bids are expected within three weeks of the reissue.
· Interactive Website Construction Update.
· Solix demonstrated the updated website to CPUC staff on March 5th.  
· Solix performed a demonstration at the Commission on April 16th
· Participants were given the opportunity to give feedback and make suggestions.
· Feedback and suggestions were due on Tuesday, April 22nd.
· A summary was submitted to Solix the following day.
· Initial rollout (English Certifications) will begin May 6th.
· Rollout will be phased in with one day of printing (Tuesday) the first week (application with PIN numbers), 4 days (Tuesday through Friday) the second week, and a full week of printing application with PIN’s in week three.
· 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.

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

· Solix is investigating.

· Delivery bar-code was found to be identical when tested.

· Cox – possible causes include damaged bar-codes (wet, torn, etc.)

· Solix and CPUC have proposed a solution whereby:

· Mail returned as undeliverable would NOT result in an automatic “Denial” for the customer.

· Customer would continue to receive postcard reminder (Cert), 2nd application (Vert) and Outbound Dialer.

· Customer would not be denied until the enrollment period ended.

· If the form is not received, it is up to the customer to contact the IVR line or their carrier to get a new form (even if mail is not delivered, the Outbound Dialer should reach them).

· Solix has finished testing their fix, and plan to put it into production next week.
· Solix has implemented the change to their system effective April 14th.
· We will continue receiving updates on this issue until the group is convinced the process is working.

· Carrier Projected Revenue/Costs for 2009/2010
· Carriers are reminded that this information is due May 1st.

Discussion of Continuing and New Issues
· Return Rates – Solix reported on the following mail response rates:





February (prior)

February (current)
Verifications


54.3%




55.0%
Certifications


62.7%




63.7%

Audits



40.4%




41.3%
· Acceptance Rates for Customer Responses
· For January forms (sent and returned), acceptance rates for forms returned were as follows:
· (Certs) – 77.58% Approval Rate

· (Verts) –93.71% Approval Rate

· (Audits) –54.89% Approval Rate

· CAB – Report Statistics on Calls Received

· CAB reported the following information:
· 11/07 – 813 calls (666 English, 147 Spanish)

· 12/07 – 1,389 calls (1,206 English, 183 Spanish)

· 01/08 – 1,855 calls (1,636 English, 219 Spanish)

· 02/08 – 1,189 calls (981 English, 208 Spanish)

· It was pointed out that these statistics give very little useful information.

· Carriers are interested in background information to help gauge where efforts can be made for improvement.

· Trends going up/down?

· What represents a “good” month of calls?

· Who is calling, and whose customers?

· Why are they calling?

· UPDATE - Benjamin and Cherrie are following up with CAB’s upper management, and we hope to have a representative on the next call.
· Other Issue – OIR
· No new information to report.  All data is at the Commissioner Office level.
· Benjamin promised to keep the group updated on any new development.
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 – May 7th, 10:00 am PST
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