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

· Marketing Outreach Contract
· Planning for LifeLine Awareness Week is September 14-20, which the marketing group will participate in.
· 14 outreach events, 2 sponsored by legislators

· CBO’s are participating

· TEAM will contact carriers (Stephanie Green)

· Draft document of event locations is pending from Michaela Pangilinan (wow@cpuc.ca.gov, 415-703-1890).

· Call Center Contract
· To date, there has been no pattern of concerns or complaints about pre-qualification noted by the call center.
· A total of 8,313 calls have been answered by the call center in the second quarter.

· Statistics are pending from Michaela Pangalinan (wow@cpuc.ca.gov, 415-703-1890).

· Decision 08-08-029 (Pre-qualification)
· Diane Aguirre brought up an issue related to conversations with Solix technical staff.  There was a question related to customers who transfer between carriers within the 30 day window, and during the Renewal process.  
· Solix has submitted a revised set of flowcharts in response to questions from AT&T.  Please review and be prepared to discuss at the next call.
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· In addition, please be prepared to discuss any problems reported by carriers that customers are having with the new pre-qualification process.

· Draft Decision 08-09-042 (PPP OIR)
· The draft decision was withdrawn
· It is tentatively on the Agenda for the September 24 Commission meeting

· Other Issues – “Do Not Qualify” Option
· Solix noted that a number of applicants were checking the “remove me” button, even though the form was filled out.  In some cases, the applicant would have been accepted had they not filled it the one bubble.

· Out of concern that applicants were confused, Commission management changed the review policy, and instructed Solix to review all instances where the “remove me” bubble was filled in, and to accept anyone who would otherwise have been affected

· To date, this has affected about 329 applications

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







June



July
Applications




67% 



54%

Renewals




70%



56%
Renewals (Documentation Required)

60%



43%
· Acceptance Rates for Customer Responses
· For July forms (sent and returned), acceptance rates for forms returned were as follows: 

· (Application)




– 85% Approval Rate

· (Renewals)




– 97% Approval Rate

· (Renewals – Documentation Required)

– 49% 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
	2,049,773
	2,037,062



Total Certified

	(0.56)%
	(0.53)%
	(0.28)%
	(0.41)%
	(0.67)%
	(0.62)%



Percentage change from prior month

	109,342
	111,101
	110,699
	96,847
	88,723
	94,074



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 – August 26, 2009, 10:00 am PST
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