ULTS Trust Administrative Committee

Meeting Minutes


December 10, 2009

1:00 PM
CA Public Utilities Commission Office – San Francisco
505 Van Ness Avenue, Courtyard Room
San Francisco, CA 94102

Present (Committee):

· Marci Evans (Cox Communications) – Alternate
· Selena Huang (Division of Ratepayer Advocates)
· Ken McEldowney (Consumer Action)
· Jeff Mondon (AT&T)

· Charlie Toledo (Suscol Intertribal Council)
Present (CPUC Staff):

· Benjamin Schein (LifeLine Implementation Project Manager)

· Richard Maniscalco (Communications Division Analyst)

· Greg Davis (CAB)
· Maria Ramirez (Fiscal)

· Benson Jung (Fiscal)

· Beverly Sligh (Fiscal)
· Christopher Chow (Public Information)

· Michaela Pangilinan (LifeLine Marketing Project Manager)

· Karo Serle (Communications)

Present (Public):

· Julie Weigand (RHA)

· Taura O’Larisy (RHA)

· Jack Donovan (Solix)
On Conference Line
· Karen Haith (Solix)

1. Introduction, Ken McEldowney, Chairperson
· Meeting was called to order at 1:05 pm.  Everyone present introduced themselves to the group.
2. Approval of Minutes: 
· Charlie Toledo moved to adopt the minutes.  Jeff Mondon seconded.  All members voted Aye.
3. Contract Reports:
a. Solix presented the following information:
October Response Rates

Applications – 66%

Renewals – 78%

Renewal (Doc. Req.) – 65%

November Response Rtes
Applications – 44%

Renewals – 50%

Renewal (Doc. Req.) – 35%

Received Applications Due in October Approval Rates

Applications – 83%

Renewals – 98%

Renewal (Doc. Req.) – 58%

Language Response Rates for September:

	English 
	Application
	60%

	
	Renewals
	77%

	
	Renewal (Doc. Req.)
	63%

	
	
	

	Spanish 
	Application
	63%

	
	Renewals
	66%

	
	Renewal (Doc. Req.)
	53%

	
	
	

	Chinese 
	Application
	83%

	
	Renewals
	73%

	
	Renewal (Doc. Req.)
	72%

	
	
	

	Korean
	Application
	79%

	
	Renewals
	73%

	
	Renewal (Doc. Req.)
	78%

	
	
	

	Japanese 
	Application
	64%

	
	Renewals
	60%

	
	Renewal (Doc. Req.)
	100%

	
	
	

	Vietnamese 
	Application
	81%

	
	Renewals
	75%

	
	Renewal (Doc. Req.)
	69%

	
	
	

	Tagalong 
	Application
	70%

	
	Renewals
	52%

	
	Renewal (Doc. Req.)
	38%

	
	
	


· According to Solix, these numbers are fairly consistent.

b. RHA presented information related to their Marketing/Outreach program
· RHA did a slideshow presentation, discussing media buys, community outreach (including a school program), and survey results
· Changes in graphics were discussed

· The question was asked as to whether “audits” should be discussed in marketing material

· It was recommended that the marketing groups share sources to leverage off each other

· It was asked that AT&T share some of their market research data as well.

c. RHA presented information related to their Call Center
· Call volume for October/November is 2,879 and 2,126
· No blips in volume were reported as a result of the LifeLine Awareness Week

· The question was asked as to whether there were any increases in calls due to customers hearing about the outreach events
4. Fiscal Report:
· Fiscal passed out copies of the most recent LifeLine budget report 
· Information on the sheet was explained, and Fiscal now shows where the $45 million loan to the General Fund is located
· There is a pending question with Fiscal as to the proper funding year to pay out contract costs

5. CAB Report:
· No report, as the new database system is still being developed
· CAB hopes to have a report for the next meeting in February
· UPDATE – there is no longer an in-language backlog for LifeLine complaints
6. ULTS Budget – 2010/11
· Due to uncertainties related to the draft decision, the budget resolution was put on hold for now
· Internally, CD staff is reviewing different scenarios to determine the most likely budget affect of various assumptions from the PPP OIR
· Deadlines include the governor’s proposed budget in January, and the URF price deregulation in January 2011.
7. Legal Liaison:
· According to Sindy Yun, there is no update on the Conflict of Interest Issue.
· Commission has signed off on the proposed legislation.
· We sought a sponsor, but were unable to obtain one.

· Commission intends to reintroduce the proposed legislation in 2009.

· There is no further action on this issue at this time.
· AB 1528 (Ruskin) would freeze rates paid by LifeLine customers and require a determination by the CPUC that wireless providers provide an equal quality service as landline before they could participate in the LifeLine program

· There is no further action on this issue at this time, although it can be raised again in the next legislative cycle.

· The Committee asked that the new Bagley Keene Act rules be reviewed for any potential impact on our meetings.  A review is currently underway by the Legal division.  A copy of the updated rules are Attached to the Meeting Request.
8. Public Comments:

· According to Charlie Toledo, the problem with Tribal LifeLine was cleared up within two days of it being raised at an AC meeting
· Carrier reps who had previously not understood what Enhanced LifeLine was have now apologized

· DRA will be hosting a LifeLine Wireless Quorum on December 17th-18th.
· Consumer Action and AT&T have conducted training for LifeLine customers

9. Communications Division Liaison reports:
a. CD staff updates the Committee on the Solix contract
b. Update on the Working Group and other process improvements
c. Update on the Public Programs OIR.
d. Report on Enhanced (Tribal) LifeLine process improvements
e. Report on proposal to add supported languages to LifeLine
f. Report on upcoming items.
· Benjamin Schein reported on the steps being taken by Solix, the carriers, and the Commission through the Implementation Group meetings held every two weeks.  Commission staff also has a conference call with Solix staff every week.

· Solix contract
· The contract is set to expire on June 30, 2010.
· CD will be sending the contract out to bid (by standard RFP rules) within the next few months.
· Solix process improvements
· In response to concerns raised about carriers not providing accurate Tribal LifeLine information, the Commission is working on changing the standard forms to include a self-certifying option for people who live on tribal land.  An eligible applicant can simply fill in a bubble and receive Tribal LifeLine benefits
· AT&T noted that a process change involving new data from Solix would require several months lead time to give their IT staff enough time to make the necessary changes

· LifeLine Rate Conformity

· CD is reviewing comments from the Working Group and will be consulting with the 5th floor in determining if carriers will be required to match AT&T’s new LifeLine rate.  CD will keep everyone informed as to the Commission’s decision

· Other Languages
· The Commission is also working with carriers to determine what languages are supported with an eye towards possibly expanding the list of languages supported by LifeLine.  In addition to the currently supported languages, AT&T supports Russian and Polish, ConnectTo supports Russian and Armenian.

· A decision is pending on data from CAB, RHA, etc.

· Customer Counts
· In response to a request from DRA, CD will be posting LifeLine customer counts by carrier on our website.
· PPP OIR
· The draft decision is on hold
· Carrier Scripts
· Carriers are asked to conform to their CSR scripts in presenting customer rate options (including “naked” LifeLine)
· Customer Retention

· LifeLine is still losing about 20,000 customers a month (about 0.90%)

· A number of suggestions were made, including surveys, additional reminder phone calls/postcards.

· It was noted that 85% of denials are due to not returning the forms

· Another suggestion was printing on the envelopes be translated into the other languages (currently they are only printed or English/Spanish).  Response rates in Asian languages is much higher than in English or Spanish.

10. ULTS-AC Annual Report – Status:
· Ken McEldowney has been working on the report, and needs feedback from the Committee memters
· Members are asked to submit any proposed changes to Ken by the end of the year, so that Ken McEldowney can incorporate them for the next meeting
11. ULTS-AC Report:
a. Recommendations for CPUC staff
b. Proposed initiatives for 2008/2009
· None
12. Review of Administrative Committee vacancy status:
a. Invitation to fill Small ILEC and CBO vacancy
b. Invitation to nominate Alternates
· Information on adding a CBO representative is pending on Ana Montes
· Charlie Toledo intends to recommend an Alternate for her position.

13. Future Meeting Date/Location:
· It was decided to hold the next meeting in San Francisco on Wednesday, February 10th at 1:00 pm PST.  
14. Adjournment:
· Charlie Toledo moved, Jeff Mondon seconded, and all voted Aye.  
· The meeting was adjourned at 2:52 pm.
� 	These locations are accessible to people with disabilities.  If specialized accommodations for the disabled are needed at any of the locations of this meeting, e.g., sign language interpreters please call the PUC Public Advisor at (415) 703-2074 // email:  public.advisor@cpuc.ca.gov three business days in advance of the meeting.  Meeting location where accommodations are required should be specified.
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