LifeLine Working Group
Minutes
Wednesday, May 20, 2009
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· Marketing Outreach Contract
· Marketing Group is attending events in May, including 5/9 outreach event in SF Chinatown, Asian American Heritage Festival, and 5/30 Recession Expo in San Diego.

· Current media buy ends May 31, new buy will run June-August.
· Call Center Contract
· See the embedded file for January-April statistics
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· Decision 08-08-029 (Pre-qualification)
· Carriers need to submit their proposed implementation budgets and scripts for pre-qualification as soon as possible.
· Decision 08-09-042 (PPP OIR)
· The proposed decision was held, and was on the agenda for May 20th.
· UPDATE – The PD was held again
· 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 (Fred Harris) 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.

· Defining “Household”
· 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.

· Currently, federal guidelines allow for only one Lifeline/linkup account per physical address.

· With the possibility of wireless be included in the LifeLine program, the Commission needs a means to determine if multiple accounts at the same address are in fact separate households.

· The alternative is to deny LifeLine to subsequent applicants at the same address (there are currently 119,000 instances of matched addresses, exclusive of TTY customers).

· Changing the Names of the Solix Forms
· Based on our discussion, the group prefers Certification – Application, Verification – Renewal.

· The decision was made for the Required Proof Form be renamed “Renewal (Documentation Required). 

· There was some discussion about customer confusion.  The new terms are more intuitive, but overall it seemed like the new terms would be accepted with a minimum of difficulty.

· Solix has stated that the cost to change the names would be about $100,000.  This amount covers the cost to make changes to all areas of the program where the old names appear (forms, websites, literature, CSR scripts, etc.).
· Carriers requested that copies of forms be made available for training purposes.  The Marketing Group, which has the Lead on form changes, will distribute them when they become available (likely by posting them on the website).

· AB 1528
· Assemblyman Ruskin has introduced a bill that would do the following:

· Freeze rates paid by LifeLine customers at the January 1, 2009 level.

· Require proof that alternate technologies (wireless, VoIP, etc.), provided the same service and quality as wireline before they would be eligible to participate in LifeLine.

· It is our understanding that the bill is currently being held in committee.

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





March



April
Certifications


67% 



62%

Verifications


71%



67%
Audits



62%



55%
· Acceptance Rates for Customer Responses
· For April forms (sent and returned), acceptance rates for forms returned were as follows: 

· (Certs) – 84% Approval Rate

· (Verts) –97% Approval Rate

· (Audits) –61% 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
	2,063,605
	
	



Total Certified

	(0.56%)
	(0.53%)
	(0.28%)
	(0.41%)
	
	



Percentage change from prior month

	109,342
	111,101
	110,699
	96,847
	
	



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 – June 3, 2009, 10:00 am PST
Page 4 of 4

_1304330407.doc
Total incoming calls Jan-April: 10,235


Top 5 languages


English 

63.58%


Spanish 

23.10%


Mandarin 

  4.71%


Cantonese 

  2.37%


Vietnamese 

  2.05%


Primary reason for call:


#1 LifeLine Eligibility Screening


#2 LifeLine Information or Request


#3 Certification or Verification Question


Top 3 methods of how caller heard about LifeLine:


#1 Friends and Family


#2 Television


#3 Flyer Brochure



