LifeLine Working Group
Minutes
Wednesday, April 22, 2009
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· Marketing Outreach Contract
· We CARE event last week was held throughout California
· An annual WIC Conference is coming up, which RHA can use as a means to network.
· Block III outreach is under way, Block IV is coming soon.
· Call Center Contract
· Everything running smoothly.  With no media buys currently, call volume is low.
· RHA reported 4,000 calls in January/February 2009.

· Other Issue – Zip Code Integrity

· A Geo-mapping demonstration was given to Patrick Rosvall, representing the small ILECs
· Going forward, groups will be working offline to review zip codes and unfiled territory.

· Decision 08-08-029 (Pre-qualification)
· Carriers need to submit their proposed implementation budgets for pre-qualification as soon as possible.
· Decision 08-09-042 (PPP OIR)
· The proposed decision was held, and is on the agenda for May 6th.
· Carrier Request to Release LifeLine Customer Counts
· A carrier requested information on LifeLine customers in California.  They would like reports on total LifeLine customers by carrier, and total LifeLine customers by region (city/county, etc.).

· The Commission is reviewing the request for legal ramification, and will keep the Working Group information.

· Should the request be granted, the information will be posted on the Commission’s website.

· This item will be added to the agenda, so participants can receive regular updates.

· A list of customer counts by carrier was submitted to the Assembly Utility and Commerce Committee in Sacramento.
· TracFone’s ETC Filing / Defining “Household”
· A Florida-based prepaid wireless carrier has requested ETC status in California.

· The filing has been protested by the small ILECs, based partially on the grounds that the carrier proposal does not comply with current LifeLine rules and regulations.

· This item will be added to the agenda, so participants can receive regular updates.

· CD staff presented a concern that customers may be “double-dipping” if wireless is approved for LifeLine.

· We are requesting that participants provide input and suggestions as to how the Commission can define and have customers prove they are a separate household within the same physical address.

· Other Issues – Carriers Assisting Customers with LifeLine Applications
· Blue Casa asked the Commission if they could sign customers up for LifeLine directly, using Customer Service Reps either in person or over the phone.
· The issue was that some customers were unable to understand the forms, and they were being repeatedly denied by Solix (resulting in multiple conversion fees).

· A number of carriers said that they have assisted customers in the past on a case-by-case basis, rather than a matter of policy.

· Concerns were raised about “ownership” of the application process, and that CSR’s filling out forms would return to putting the burden of the application process back on the carriers.
· It was noted that it was the responsibility of Solix and the CBOs to assist customers (Solix has a CSR function for that purpose).

· For now, the Commission has no issue with carriers assisting customers with special needs, or in extraordinary cases (but not as a matter of policy).  Also, the Fund will not reimburse carriers for CSR time for optional assistance given.
Discussion of Continuing and New Issues
· Return Rates – Solix reported on the following mail response rates:





February


March
Certifications


67% 



60%

Verifications


76%



65%
Audits



65%



53%
· Acceptance Rates for Customer Responses
· For March forms (sent and returned), acceptance rates for forms returned were as follows: 

· (Certs) – 86% Approval Rate

· (Verts) –97% Approval Rate

· (Audits) –58% Approval Rate

· Total LifeLine Customers/Total Denial Codes
· Carriers want information included each month, would like company specific information made available to the specific companies, if available.  
· Total LifeLine Customers/Total Denial Codes
· Please see a summary below (this will be updated each month)

	January
	February
	March
	April
	May
	June

	2009
	2009
	2009
	2009
	2009
	2009


	2,088,770
	2,077,772
	2,072,025
	
	
	



Total Certified

	(0.56%)
	(0.53%)
	(0.28)%
	
	
	



Percentage change from prior month

	109,342
	111,101
	110,699
	
	
	



Pending Certification

	July
	August
	September
	October
	November
	December

	2009
	2009
	2009
	2009
	2009
	2009


	
	
	
	
	
	



Total Certified

	
	
	
	
	
	



Percentage change from prior month

	
	
	
	
	
	



Pending Certification

· A summary of the largest 5 denial codes by month will be provided in a separate spreadsheet with the Meeting Request.  It will be updated on a monthly basis.

· CAB – Report Statistics on Calls Received

· Statistics are pending on the new database system.
Next Scheduled Call – May 8, 2009, 10:00 am PST
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