Implementation Working Group
Notes
Wednesday, August 1, 2007
10:00 a.m. to 12:00 p.m. PDT
Present on the call:
Audrey Byers, Cox; Benjamin Schein, CPUC; Carolina Duckworth, Verizon; Cherrie Conner, CPUC; Chris Henry, Siskiyou Telephone; Christy Doleshal, Solix, Inc.; Dan Marion, Solix, Inc.; Debbie Beighey, Sierra Telephone; Diana Aguirre, Telscape; Hank Holderness, Verizon; Harold Williams, CPUC; Jackie Coco-Ford, Verizon; James Archer, AT&T; Karen Haith, Solix, Inc.; Katherine Morehouse, CPUC; Lorrie Bernstein, Moss Adams; Madeline Lopez, AT&T; Margaret Dillon, AT & T; Margo Ormiston, Verizon; Mary Jo Wenckus, AT&T; Michaela Pangilnan, CPUC; Patrick M. Rosvall, Cooper, White & Cooper; Patti Long, CPUC; Pamela Fairbanks, Sierra; Peggy Kail, Sierra; Rick Sanchez, Blue Casa; Rosa Sauer, Verizon; Tam Do, Verizon; Yvonne Smythe, Calaveras Telephone.
Update/Status Reports
· Marketing Outreach Cherrie Connor reported that proposals in response to the Marketing RFP are not due until August 20.  A pre-proposal conference was held at the Commission on Tuesday, July 31, 2007.  A number of potential bidders participated.  The next LifeLine Marketing Working Group meeting is Tuesday, August 14 at 11 a.m.
· Solix/carrier true-up status  Dan:  working with carriers on an individual case basis.  Have identified timing issue with two carriers.  This means that with these two carriers Friday night records are not in true up files that are issued the following Sunday.  Future true ups will include Friday night records.
· Record update process change  - Solix instituted process change as of July 18.  This item will not be on future agendas.
· Remediation efforts for customers affected by May 16-31, 2007 Solix process issue.  No updates.  This item will be dropped from future agendas. 

Discussion of Continuing (C) and New (N) Issues
· Verification Ramp Up (C) Solix reported on the following:
Verifications Sent
36,000              June
73,000              July
145,000             August
229,000             September
 

The customers that were sent Verification forms in June and are subsequently denied will have their denial notifications mailed approximately September 15. So by adding a few days to print and mail, September 20th would be a day some of them would receive the letter.  Below is a projection based on the number of forms sent above for the number of denials per month that may expected.  This is based on a loose 50% denial rate.  (example: half of the June Verifications will be due between Sep 15 and Sep 30  = 18,000.   50% denial = 9,000)
 

Theoretical Denials Mailed
9,000    September 15-30
27,250  October
54,500  November
93,500  December
114,500 January
114,500 February
 

These numbers are provided so that CAB may have a better understanding of what types of volumes are possible.  The Solix Call Center hotline number will be printed on the letter of all of the customers that get denied.  By giving the denied customers an option to speak to a service representative that can explain the letter, and offer them direction on how to successfully apply, many of the complaints the CAB staff is seeing today will be eliminated.

Karen of Solix specifically reported that the verification forms sent between June 1 – June 9 have resulted in the following:

Verifications sent
7936

Forms returned

4833

64.21%

Certifications sent


28,825

Certification forms returned

13,156

49%
Random document requests

243

Documents returned


 78
16.11%

· Refunds for customers who are denied then found eligible (C)  Dan:  Developer working on the lists, expect lists to be available in less than 2 weeks.  Verizon not on initial list.
Notice to these customers Therw was some discussion as to whether or not a notice to all customers, all LifeLine customers or only customers affected would be required.  CD indicated that they’d not had a chance to work on this determination and would have to discuss it later.  
Patrick R. raised the issue of refunds of the amounts contributed by the Federal Universal service fund and whether the California LifeLine will cover those to make the customer whole.  CD indicated that it would have to research the issue and respond later.
CAB LifeLine appeals characterized as informal complaints (N)

Carriers commented that it was unfair to charge them with a complaint that stemmed from a transaction that they were not involved in.  CAB responds that these inquiries will remain informal complaints with all the reporting that accompanies informal complaints.  There was some discussion with the carriers commenting that a Solix issue should not translate into a carrier issue.  CAB responded that the carrier is frequently responsible for the customer issues with Solix due to incorrect information being provided.
Carrier Enhancements  (N)

As of August 31, Solix will notify carrier upon every contact with carrier customer.

Overturn notification (N) 

Harold of CAB had a question of Dan regarding overturn notification.  Believes Web based carriers not informed of overtun.  Dan responded that the issue would be placed in the ticket queu and would be resolved prior to the next call.

30 day rule (N) Patrick wanted to clarify.  If customer reconnects within 30 days, then are not dropped from the system.  No activity record is forwarded.  If disconnect for period greater than 30 days, a new certification is required.
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.
Schedule Next Call  - August 15 
