LifeLine Working Group
Minutes
Wednesday, November 5, 2008
10:00 a.m. to 12:00 p.m. PST, Room 3204
Update/Status Reports

· Marketing Outreach Contract
· Media buys completed for phase 1
· Grass Roots materials submitted to CD
· CD and RHA working on new creative messaging for English and Spanish for phase 2. 

· Call Center Contract
· New contract began November 3, 2008.  
· Carriers should have begun to receive requests from RHA for updated contact information for the Call Center.  
· Call Center will have a new Japanese Toll-Free Line.

· Decision 08-08-029 (Prequalification)
· Workshop – September 29, 2008
· Modification of Forms – CD reviewing suggestions and changes.  
· Workshop report is forthcoming, hopefully within the next few weeks.

· Decision 08-09-042
· DRA/TURN filed a motion for public notice and input and stay of the LL rate increase.  

· The Commission is reviewing the motion, as well as the comments submitted.

· Revised Names for TANF/Food Stamps (SNAP)
· A list was provided to the Working Group.  
· Document was sent out with last week’s Minutes
· AT&T requested that a letter from Jack Leutza be drafted and distributed to all carriers with the new program information (as not all carriers participate on the WG calls).

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





September


October
Certifications


62.2%



48.6%

Verifications


73.9%



58.8%
Audits



62.8%



39.6%
· Acceptance Rates for Customer Responses
· For September forms (sent and returned), acceptance rates for forms returned were as follows: 

· (Certs) – 81% Approval Rate

· (Verts) –94% Approval Rate

· (Audits) –57% 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

	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
	August
	September

	2008
	2008
	2008


	2,302,098
	2,234,330
	2,176,975



Total Certified

	-2.94%
	-2.94%
	-2.57%



Percentage change from prior month

	112,375
	124,113
	129,289



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

· See reports Attached to the Meeting Request.
September 2008

	Subcategory
	Certification
	Verification

	Did not receive form (70)
	227
	99

	Received form late (69)
	25
	8

	Income: Applicant alleges no Income (77)
	8
	0

	Income: Exceeds guidelines; CRT performed annualization (76)
	11
	0

	Income: Exceeds guidelines: annual documentation provided (75)
	27
	2

	Income: No documentation provided (74)
	52
	15

	Program: Did not identify program recipient (72)
	32
	13

	Program: Failed to check program (73)
	2
	1

	Signature: Unsigned or signature does not match (71)
	28
	14

	Totals
	412
	152
	564


	September 2008
	285


LifeLine Complaints to Utilities – Closed by CAB

Schedule Next Call – November 19, 10:00 am PST
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