LifeLine Working Group
Minutes
Wednesday, September 10th, 2008
10:00 a.m. to 12:00 p.m. PST, Room 3204
	Last Name
	First Name
	Organization

	Aguirre
	Diana
	Telscape

	Archer
	James
	AT&T

	Beighey
	Debbie
	Sierra Telephone

	Bogue
	Susan
	RHA

	Byers
	Audrey
	Cox

	Chicoine
	Joe
	Frontier

	Connor
	Cherrie
	CPUC

	Davis
	Gregory
	CPUC

	Didden
	Chip
	Solix, Inc.

	Donovan
	Jack
	Solix, Inc.

	Duckworth
	Carolina
	Verizon

	Fairbanks
	Pamela
	Sierra Telephone

	Figueroa
	Deanna
	RHA

	Gottesman
	Marek
	AT&T

	Haith
	Karen
	Solix, Inc.

	Henry
	Chris
	Siskiyou Telephone

	Huang
	X. Selena
	DRA

	Long
	Patti
	CPUC

	Marion
	Dan
	Solix, Inc.

	Montes
	Ana
	TURN

	Pangilinan
	Michaela
	CPUC

	Rodriguez
	Nancy
	CPUC

	Sarem
	Scott
	Blue Casa

	Sauer
	Rosa
	Verizon

	Schein
	Benjamin
	CPUC

	Tardeo
	Edy
	AT&T

	Weigand
	Julie
	RHA

	Wein
	Olivia Bae
	National Consumer Law Center

	Wenckus
	Mary Jo
	AT&T


Update/Status Reports

· Marketing Outreach Contract
· TV/Radio ads (and Outreach) began in September, to go for one month in all languages
· Asian language media buys summary is Attached to the Meeting Request
· Old material will be used in Phase 1 until new marketing material can be developed
· RHA asks that carriers submit a contact email address to Michaela (WOW@cpuc.ca.gov) so RHA can coordinate marketing efforts with any work the carrier is doing

· Carriers conducing their own marketing activities are asked to inform Michaela so information can be coordinated

· Call Center Contract
· Kickoff meeting was August 26th.
· New contract to officially begin November 1st.

· The old contract has been extended until October 31st.

· Interactive Website Construction Update
· Over 65,000 customers have used the site
· Currently, over 1,000 customers use the site per day
· This item will be moved to “Resolved”, but can be discussed if additional issues arise
· Decision 08-08-029 (Prequalification)
· Implementation date is set for July 1, 2009

· Ordering Paragraph 9 of D. 08-08-029 requires a workshop to be held to discuss implementation of the new requirement.

· Workshop is set for September 29th, at 10:00 am in the Courtyard Room at CPUC headquarters in San Francisco

· A Notice, with a proposed agenda is Attached to a Meeting Request sent to the LifeLine Working Group

· Comments/Suggestions are due September 11th
· It is asked that no more than three people per organization attend due to space limitations

· Denial Codes
· 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.
· FCC Survey
· If carriers have not already done so, please send Benjamin a copy of your survey (it is due to the FCC August 31st).  If you are not an ETC, and are not required to file with the FCC, please send an email to that effect.
· Other Issue – Approval Letters
· It was noted that the wording of the Approval Letters is somewhat confusing, especially as translated into Spanish

· The Working Group is asked to send suggestions on wording changes to Benjamin for discussion.  Copies of standard Approval Letters are included with the Meeting Request

· Other Issue – Customer Counts by Program
· Information was requested about the number of customer who sign up under each Program
· It was noted that gathering this data might be technically difficult, but Solix would be consulted

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





July (Prior)



July (Current)

Certifications


62.1%




65.5%

Verifications


47.3%




49.8%
Audits



41.2%




44.3%
· Acceptance Rates for Customer Responses
· For August forms (sent and returned), acceptance rates for forms returned were as follows: 
· (Certs) – 82.1% Approval Rate

· (Verts) –94.6% Approval Rate

· (Audits) –58.1% Approval Rate

· Total LifeLine Customers/Total Denial Codes
· Please see a summary below (this will be updated each month)

	January
	February
	March
	April
	May
	June

	2008
	2008
	2008
	2008
	2008
	2008


	2,686,847 
	2,623,745 
	2,571,648 
	2,522,946 
	2,440,403 
	2,371,842 



Total Certified

	-2.18%
	-2.35%
	-1.99%
	-1.89%
	-3.27%
	-2.81%



Percentage change from prior month

     129,079
       136,251
      131,496
      119,544
       114,832

      112,947

Pending Certification

	July

	2008


	2,302,098 



Total Certified

	-2.94%



Percentage change from prior month

	112,375



Pending Certification

· CAB – Report Statistics on Calls Received

· See LifeLine appeals closed by CAB below
· Weekly CAB reports are Attached to the Meeting Request
May 2008
	Subcategory
	Certification
	Verification

	Did not receive form 
	455
	113

	Received form late 
	37
	3

	Income: Applicant alleges no Income 
	7
	1

	Income: Exceeds guidelines; CRT performed annualization 
	14
	0

	Income: Exceeds guidelines: annual documentation provided 
	21
	4

	Income: No documentation provided 
	58
	8

	Program: Did not identify program recipient 
	35
	15

	Program: Failed to check program
	6
	2

	Signature: Unsigned or signature does not match 
	46
	21

	Totals
	679
	167
	846


	May 2008
	352


LifeLine Complaints to Utilities – Closed by CAB

June 2008

	Subcategory
	Certification
	Verification

	Did not receive form (70)
	394
	139

	Received form late (69)
	25
	6

	Income: Applicant alleges no Income (77)
	14
	1

	Income: Exceeds guidelines; CRT performed annualization (76)
	16
	0

	Income: Exceeds guidelines: annual documentation provided (75)
	22
	2

	Income: No documentation provided (74)
	68
	12

	Program: Did not identify program recipient (72)
	35
	15

	Program: Failed to check program (73)
	7
	1

	Signature: Unsigned or signature does not match (71)
	38
	17

	Totals
	619
	193
	812


	June 2008
	292


LifeLine Complaints to Utilities – Closed by CAB

July 2008

	Subcategory
	Certification
	Verification

	Did not receive form (70)
	464
	115

	Received form late (69)
	40
	3

	Income: Applicant alleges no Income (77)
	33
	1

	Income: Exceeds guidelines; CRT performed annualization (76)
	36
	1

	Income: Exceeds guidelines: annual documentation provided (75)
	41
	2

	Income: No documentation provided (74)
	78
	11

	Program: Did not identify program recipient (72)
	31
	15

	Program: Failed to check program (73)
	17
	0

	Signature: Unsigned or signature does not match (71)
	47
	6

	Totals
	787
	154
	941


	July 2008
	302


LifeLine Complaints to Utilities – Closed by CAB

August 2008

	Subcategory
	Certification
	Verification

	Did not receive form (70)
	352
	117

	Received form late (69)
	32
	3

	Income: Applicant alleges no Income (77)
	13
	1

	Income: Exceeds guidelines; CRT performed annualization (76)
	20
	1

	Income: Exceeds guidelines: annual documentation provided (75)
	43
	0

	Income: No documentation provided (74)
	76
	6

	Program: Did not identify program recipient (72)
	38
	8

	Program: Failed to check program (73)
	6
	3

	Signature: Unsigned or signature does not match (71)
	46
	18

	Totals
	626
	157
	783


	August 2008
	236


LifeLine Complaints to Utilities – Closed by CAB

Schedule Next Call – September 24th, 10:00 am PST
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