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Update/Status Reports

· Marketing Outreach
· Proposals for the marketing outreach contract are due September 10th.
· The current contract with Richard Heath and Associates ends August 31st.  Because a potential new contractor would not be set up until November, a contract extension is being negotiated with RH&A until the end of November.
· The “Re-Branding contract with One World Communications is focusing on making forms more user-friendly (brochure-style).  Staff will be meeting to review suggested changes to certification and verification forms next week. 
· 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.  

· Solix/carrier true-up status – Carriers and Solix continue to share information successfully through the true-up process.  Carriers are being proactive in assuring that customer information uploaded to Solix is reviewed and updated.  AT&T commented that the process is going well.  Verizon brought up the 40078 /79 error issue.  Telscape recommended a point person for each carrier to deal with this issue.  Benjamin from the CPUC volunteered to collect contact information from all the carriers and create an Excel spreadsheet which he would distribute.  
· Verification Ramp Up – Solix reported on the following mail response rates:



Standard Mail (60-89 days)
1st Class Mail (after 41-44 days)

Verifications


64.6%



59.0%



Certifications


48.6%



51.0%
Audits



50.3%



47.8%

Verification at 80% is running smoothly, with 100% ramp-up expected to begin in September.  Return rates (including 1st class mail) will be available at the next call.  Currently, Certification correspondence returned as undeliverable is coded (8-10 or 5-6) and the customer information is updated with the carrier during the regular true-ups.  Currently, Solix does not track Verification customer correspondence returned as undeliverable.  Solix believes current customers should have an accurate billing address on file with the carriers, and that the onus is on the carriers to insure current customers have an accurate address on file.  Solix does not inform the carrier about returned mail for Verification customers until the denial letter goes to the customer for non-response.  
· Overturn Notification – Information that calls had been made is now available to both Solix call center reps and CAB reps.  Calls to customers are in English and In Language as well.  The call center has received 4,500 calls from customers to date related to notifications of appeal overturns.  Solix notes that the first round of denials for non-response is due mid-September.  But with the IVR 800# on the denial letters, the hope is that customer complaints will go to the call center rather than to CAB reps.  

· Outbound Dialer – Solix currently makes 1,000-2,000 calls per night, between 4:00 and 6:00 PM PST.  The OD is now at full production.  The issue was raised that some customers are calling their carriers thinking they are the source of the call, rather than Solix.  Some of the customers want the carrier to be on the call to Solix.  Solix emphasized that only the carriers can change a customer address, and that responsibility for updating the customer records lies with the carrier.  Solix is working on an enhancement that will notify the carrier regarding the successful update of a customer record.  Currently, the carrier is only notified if an error has occurred.
Discussion of Continuing and New Issues
· Refunds for customers who are denied then found eligible
· 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 – Carriers submitting claims should include the customer Name, Phone Number, Amount of Refund, and reference the Gap Period of July 1, 2006 to May 31, 2007.  Note that this is only available for Certification customers.

· Privacy – Issue was raised about Solix refusing to talk to a caller who is not the customer on record.  The CPUC set up the rules for discussing account information with strict eye toward customer privacy.  Even if a customer has a signed power of attorney on the initial application, the call center will only discuss account information with the customer of record.  Verizon noted a number of cases where a relative was calling on behalf of a sick/elderly LifeLine customer.  It was recommended that Verizon write up a summary of the problem, and that all other carriers share their own experiences with this issue to gauge the scope of the problem.

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 – 10 a.m. September 12th



