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• Program Participation – 1,971,948 

▪ Change of +4.20% from 12/31/2020

• Average Qualification Rate for Applications – 96.51%

▪ Change of +5.21% from December 2020

• Average Form Processing Turnaround Time

▪ 12 Month Average SLA Days: 1.86

▪ 12 Month Manual Review Volume: 697,324

Executive Summary
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• Key TPA Initiatives

▪ Pandemic Consumer Protection Measures

• Renewal date suspension through 06/30/2021

▪ Renewal Process Enhancements

• Service Provider Intake API (SPIA)

• Providing wireless service providers Renewal Status Information for customers through the DAP CheckCustomerStatus 

method

• Custom messaging for IVR callers whose anniversary dates are between 105 and 115 calendar days in the future at the 

time of the call: It’s almost time to renew

• Addition of Day 0 and Day 35 text messages providing PINs to subscribers

• Short code two-way text messaging to 345345 for subscribers to obtain their PINs

• New wireless LifeLine subscribers may set their own PINs upon handset activation and retain that PIN while they remain 

continuously active on the Program

• Existing wireless LifeLine subscribers may set their own PINs AFTER successfully completing their next renewal

TPA Summary
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• Key TPA Initiatives

▪ California LifeLine Public Website 

• The look and feel of the existing public website enrollment process for applications and renewals has been enhanced with 

a “mobile-first” approach

• The enrollment process is now presented in a question per page

• Adobe Analytics has been implemented for the public website, including the online enrollment process, to track website 

usage. In this context, website usage includes visitor counts, unique visits, trend information and page-level traffic

• Adobe Analytics offers the TPA the ability to determine the point in the enrollment process a participant abandons the 

process

• Updated wireless LifeLine service plan offerings

▪ FCC Form 555 support for Service Providers

• Providing consolidated reports to help Service Providers identify the reporting months for their subscribers

• Reviewing Service Providers’ Form 555 calculations

TPA Summary
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• Key TPA Initiatives

▪ Bi-weekly meetings with representatives of LifeLine consumer group stakeholders

• The goal of these meetings is to provide consumer group stakeholders with a more in-depth understanding 

of the LifeLine Program

TPA Summary
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Response & Approval Rates – Application & Renewal Forms
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Wireline:  Response & Approval Rates – Application & Renewal Forms
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Wireless:  Response & Approval Rates – Application & Renewal Forms



9
Version 4 2015.000269.01

Response & Approval Rates – All Forms
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Wireline: Response & Approval Rates – All Forms

Completed Activities
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Wireless:  Response & Approval Rates – All Forms

Completed Activities
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Top 5 Denials Codes by New Applications and Renewals
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Program Participation – Enrolled, Approved, & Transferred Customers

Renewal Suspension 

Begins 3/18/20

Partial Month
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Participation by Service Provider (Top 5)
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Enrollment Eligibility Method
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Enrollment Channel and Eligibility Method
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Forms Processing Volume
Renewal Suspension 

Begins 3/18/20

March 2021 Partial
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Form Processing Throughput

Manual Form Reviews – By Type 

and Month



19
Version 4 2015.000269.01

Call Volumes – English & Spanish
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Call Volumes – Other Languages
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Call Reasons
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Thank You

Q&A
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# Total Count of Application Forms (Applications, Renewals, & IDVs)

# Responded Count of Responses to Application Forms

# Approved Count of Application Forms that were Qualified or Renewed

% Responded # Responded / # Total

% Approved # Qualified / # Responded

% Qualified or Renewed # Qualified or Renewed / # Total

APPENDIX - Response & Approval Rates Definitions
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APPENDIX - Denial Code Descriptions

Denial Code Type Form
Decision 

Source
Description

8-9 Hard Denial Application System We do not have evidence that the Application Form was returned to us. 

24-8 Hard Denial Renewal System We do not have evidence that the Renewal Form was returned to us.

5-16 Hard Denial Application System We do not have evidence that the identity documentation and ID Authentication Form were submitted to us. 

24-9 Hard Denial Renewal System Your form was returned as non-deliverable (a letter will not be generated for this reason). 

5-12 Hard Denial Application System

We did not receive the information needed from your phone company to start or continue your discounted telephone 

services. Some possible reasons may be that your phone company did not ship your handset, you did not activate your 

phone service properly, or the enrollment process was not completed within the required time. 

5-10 Hard Denial Application System Applicant is found to already be receiving the LifeLine discount based on the established duplicate check criteria. 

8-10 Hard Denial Application System Your form was returned as non-deliverable (a letter will not be generated for this reason). 

24-22 Hard Denial Renewal Reviewer You did not print your initials to certify that no one else in your household is already receiving the discount.

21-13 Hard Denial Renewal System We do not have evidence that the identity documentation and ID Authentication Form were submitted to us. 

24-26 Soft Denial Application System We do not have evidence that the Application Form was returned to us. 
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APPENDIX - Enrollment Eligibility Method - Detail

Eligibility Method Eligibility Totals Dap IVR Mail Web

FederalIncome 26,461 14,873 351 4,396 6,855

StateIncome 16,047 9,288 109 3,688 2,964

Totals 42,508 24,161 460 8,084 9,819

FDPIR 29 14 - 9 6

HSTO 38 1 - 37 -

IndAff 27 4 2 17 4

LIHEAP 830 40 24 491 275

Medi-Cal 346,560 294,898 894 23,469 27,354

NSLP 614 139 11 187 277

S8 1,272 354 27 491 400

SNAP 349,235 338,497 542 3,187 7,045

SSI 14,645 6,985 162 4,385 3,122

TANF 25 5 1 15 4

TANFETC 241 148 1 13 79

VSPBP 932 675 5 159 94

WIC 4,415 3,971 56 78 310

Totals 718,863 645,731 1,725 32,538 38,970

Submission Type

Income

Program


