Implementation Working Group
Notes
Wednesday, August 15, 2007
10:00 a.m. to 12:00 p.m. PDT, room 3212 or

Call-in number: 866.725.4934 /pass code: 8355363#
Audrey Byers, Cox; Carol Lisowski, TelePacific; Cherrie Connor, CPUC; Chris Henry, Siskiyou Telephone; Christy Doleshal, Solix, Inc.; Dan Marion, Solix, Inc.; Debbie Beighey, Sierra Telephone; Denise Payne, Verizon; James Archer, AT&T; Karen Haith, Solix, Inc.; Katherine Morehouse, CPUC; Mary Jo Wenckus, AT&T; Michaela Pangilnan, CPUC; Michele King, CPUC; Patrick M. Rosvall, Cooper, White & Cooper; Patti Long, CPUC; 
Update/Status Reports

· Marketing Outreach  - There was a Marketing working group meeting on 8/14.  It was determined that the marketing group focus is important enough for a separate working group.  The meeting frequency will be reduced to quarterly with the next meeting scheduled for 12/11.  
· The RFP response due date has been extended to 9/10 to give potential collaborations enough time to develop.  The RFP is also being amended to specify a $6M budget.

· The RHA contract is to be extended through December to ensure continuous marketing activities.  
· Solix/carrier true-up status – New true up files were released on August 12.  New web carriers were brought on board this weekend.  Verizon raised a concern that their error codes, particularly 400078 and 400079, are increasing and not decreasing and commented that the true up only succeeds if all carriers work to correct their records.
Discussion of Continuing (C) and New (N) Issues
· Verification Ramp Up (C) 

Karen Haith reported on the following mail response rates:




Standard Mail (66 days)
1st Class Mail (after 26-29 days)

Verifications

64.8%



52%



Certifications

49.6%



42.5%
Audits


37.5%



42.3%

Percent of returned mail details will be available on the next call.  Returned mail ultimately becomes a denial because of no document provided.

Solix testing outbound dialer calls.  Tested on a sample of 1,000 – 5,000 calls.  Expect to have outbound reminder dialer calls in full production next week.

Solix has begun printing an 800 number to contact on denial letters.  Have received 303 calls as a result of these mailings.  Reported that 95% of customers are satisfied at the end of the calls and know what they need to do to change their denial into an approval and/or why they were denied.

· Refunds for customers who are denied then found eligible (C)  
Notice to these customers – Customer notices need to be sent only to eligible customers.  A one line statement next to the credit on the bill is probably insufficient to identify the reason for the refund to the customer.
FCC contribution – carriers should submit their claims to the FCC as they do for any discount provided.
Documentation necessary for submitting claims – will be on the agenda for the next meeting
· Overturn notification (C) – does it now appear on customer screen for the benefit of CSRs and CAB.  Solix will investigate putting information regarding a CAB overturn on the customer screen.
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 29 
