Implementation Working Group
Minutes
Wednesday, May 21st, 2008
10:00 a.m. to 12:00 p.m. PST, Room 3212
	Last Name
	First Name
	Organization

	Aguirre
	Diana
	Telscape

	Beighey
	Debbie
	Sierra Telephone

	Byers
	Audrey
	Cox

	Davis
	Gregory
	CPUC

	Didden
	Chip
	Solix, Inc.

	Doleshal
	Christy
	Solix, Inc.

	Donovan
	Jack
	Solix, Inc.

	Evans
	Marcie
	Cox

	Gallardo
	Enrique
	Latino Issues Forum

	Gottesman
	Marek
	AT&T

	Haith
	Karen
	Solix, Inc.

	Lopez
	Melanie
	Blue Casa

	Marion
	Dan
	Solix, Inc.

	McFall
	Casey
	Milestone Consulting

	Ormiston
	Margo
	Verizon

	Peters
	Debbie
	Calaveras Telephone

	Sanchez
	Rick
	Blue Casa

	Schein
	Benjamin
	CPUC

	Tardeo
	Edy
	AT&T

	Ter-Martirosyan
	Aram
	Connect To

	Weigand
	Julie
	RHA

	Wein
	Olivia Bae
	National Consumer Law Center

	Wenckus
	Mary Jo
	AT&T

	
	
	Sage

	
	Michelle
	Orange County


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· Rescinded Monday, April 7th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
· Comments on the protest from the Commission are due to DGS next week
· 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
· Bidder’s conference held May 7th
· Bids are due in late May, Commission review should begin in early June

· Interactive Website Construction Update
· Initial rollout (English Certifications) began May 6th
· PIN’s have been sent to all English Certification customers
· About 100 customer per day are using the website
· Solix will report on statistics in a month or so when we have more information
· Please inform Solix if any customer problems are reported
· Website slides (for carrier staff training purposes) were distributed by Benjamin to the group.
· OIR – 06-05-028 (Revise LifeLine for Rate Decoupling 01/01/09)
· No information available yet
· Information prepared by CD staff is currently at the Commissioner level
· Benjamin will keep the group informed on any new developments
· OIR – 04-12-001 (Revise LifeLine for Prequalification, Wireless, Synergy with Other Low Income Programs, etc.).
· No information available yet
· Information prepared by CD staff is currently at the Commissioner level
· Benjamin will keep the group informed on any new developments
· UPDATE – Comments on the Proposed Decision were submitted.  Benjamin reviewed the comments and submitted a summary to management.

· Opt-Outs of LifeLine customers
· Solix proposes to modify their recording of verification customers who ask to be removed from LifeLine.

· Updates will be sent to carriers with a “Remove” code and a changed anniversary date.

· Carriers are asked to consult with their IT staff to ensure there will be no data interface issues at their end, and report at the next Implementation call.

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





March (Prior)


March (Current)
Verifications


50.9%




51.99%
Certifications


63.6%




65.04%

Audits



37.1%




38.35%
· Acceptance Rates for Customer Responses
· For April forms (sent and returned), acceptance rates for forms returned were as follows:
· (Certs) – 77.7% Approval Rate

· (Verts) –95.0% Approval Rate

· (Audits) –58.1% 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?

· Gregory Davis (CAB Supervisors) was on the call
· The week of 5/18, there were 232 calls related to LifeLine
· Most related to denial based on type of documentation submitted
· Question was raised as to what constituted “Other Documentation”

· CAB promises to have a complete report for the next call, including those questions above, as well as the statistics emailed to management.

· Other Issue – Connect To
· Aram asked about expanding the In-Language forms offered by Solix to include Armenian and Russian
· The Commission has chosen to not expand the offered languages at this time

· Connect To was offered the chance to appeal the decision to the Commission through appropriate channels
· Other Issue – Milestone Consulting
· Question was raised about customers being denied despite submitted income and/or program documentation
· It was noted that hand-written pay stubs without the company name are not considered acceptable

· Casey stated that she had about 150 examples of customers who believe they should not have been denied

· Benjamin offered her the opportunity to use CAB’s appeal process

· Benjamin also offered to personally review the customer accounts with Solix, pending on submission of a list of customer phone numbers

Schedule Next Call – June 4th, 10:00 am PST
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