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Executive Summary

Program Participation as of August 2019

= Down 5.78% from May 2019 (1.63M to 1.73 Million)

» Average Qualification Rate for Applications as of August 2019
= Up 8.8% from May 2019 (135.6K to 147.5K)

« Average Renewal Rate as of August 2019
= Up 38.1% from May 2019 (58.8K to 81.3K)

» Average Forms Processing Turnaround Time (as of 9/5/2019)

= Average SLA Days
— Cumulative since July 1st, 2019 — 2.69 Days
— Reduced by 6.2% to 2.87 Days (3.06 Days from April to June)
» Manual Reviews: Up 11.76% (Total 1.06M since April)
— May/June (410,565 Reviews, 2.78 Days, 74% Compliance)

— July/Aug (458,856 Reviews, 2.69 Days, 100% Compliance)
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TPA Transition Summary

* Key Dates
= Carrier Data Synchronization Begins — 9/21/19

= Service Term Fix —9/13/19

« Key Initiatives
» Renewal Process Review
» Data Synchronization
= Service Term
= Cutover Issue Stabilization

» ImageX Functionality
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Response & Approval Rates — All Forms

# Total Forms

2,379,554

Apptication Forms (Applications, Renewals, & IDVs)

# Total Responded

1,851,877818%

% Approved Decisions

# Responded /= Total

Includes forms w/o OCN

# Total Approved

1,144,043481%

L Qualified or Renewed

= Approved Applicotions & Renewals / # Responded

% Responded % Approved % Qualified or Renewed
By Relling & Decision Months By Rolling 6 Decision Months By Rolling & Decision Months
186.8% 168.6% 168.6%
v — ¢ — v v
20.0% e— — e 86.8% 88.6%
o o e ee——————— @ o
68.8% 68.8% ____f-A———w—— == 66.8% ol
- _
— — —
46.8% 46.8% 46.8% — h
28.8% 28.8% 28.8%
B8.8% B8.8% 8.8%
3/1/2819 4/1/2619 £/1/2619 6/1/2619 7/1/2819 9/1/2819 3/1/26819 4/1/2619 5/1/2819 6/1/2619 7/1/2819 9/1/2819 3/1/26819 4/1/2619 £/1/2819 6/1/2819 7/1/2819 9/1/2819
# Qualified or Renewed / # Responded # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Completed Activities Report
By Rolling 6 Decision Months
MonthYear # Total # Responded # Approved % Responded % Approved % Qualified or Renewed
-~
Totals 2,379,554 1,851,877 1,144,843 77.8% 61.8% 48.1%
Mar 2819 263,511 288,316 171,573 79.1% 82.4% 65.1%
Apr2819 319,658 258,111 129,268 88.7% 58.1% 48.5%
May 2619 46,648 326,502 194,431 86.4% 59.5% 47.9%
Jun 2818 488,238 381,486 176,822 75.3% 58.4% 44.8%
Jul 2818 447738 331,588 281618 74.1% 668.8% 45.8%
Aug 2619 466,475 358,969 228,761 78.6% 63.7% 45.7%
Sep 2818 81,884 66,984 42,286 81.8% 63.1% 51.6%
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Response & Approval Rates — All Forms Excludes forms w/o OCN

# Total Forms # Total Responded # Total Approved

1,821,787 1,296,058886% 1,140,2766525%

% Approved Decisions % Qualified or Renewed

Apptication Forms (Applications, Renewais, & IDVs) # Responded [ = Total # Approved Applications & Renewals / # Responded

% Responded % Approved % Qualified or Renewed
By Rolling & Decision Months By Rolling 6 Decision Months By Rolling 6 Decision Months

l8e.8% lee.ax

,/—---"A_____ [ S —) 186.8%
800% e— rs LY R a— S 88.6%
B S e s
T — [ — o e
68.8% 68.8% 66.8% TTT—— .
48.8% 48.8% 48.8%
18.8% 18.8% 28.8%
B.8% B.e% B.8%
3/1/2819 4/1/2819 5/1/2819 6/1/2819 7/1/2819 9/1/2819 3/1/2819 4/1/2819 5/1/2819 6/1/2819 7/1/2819 9/1/2819 3/1/2819 4/1/2819 512819 6/1/2819 7/1/2819 9/1/2819
# Qualified or Renewed / # Responded # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Completed Activities Report
By Rolling 6 Decision Months
Month Year # Total # Responded # Approved % Responded % Approved % Qualified or Renewed
.
Totals 1,821,787 1,296,858 1,140,276 71.1% 88.8% 62.6%
Mar 2819 258,675 284,276 168,688 79.8% 52.6% 65.2%
Apr 2819 221,977 168,636 128,536 72.4% £68.8% 57.0%
May 2619 291,261 212,539 194,393 T3.0% 91.5% 66.7%
Jun 2618 208,587 199,875 176,887 66.9% g8.1% 58.8%
Jul 2819 341595 225,446 281,668 66.89% 50.4% 59 6%
Aug 2819 349611 248185 228758 71.8% 92.2% 65.4%
Sep 2819 568,881 45181 432286 75.2% 93.6% 78.4%
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Wireline: Response & Approval Rates — All Forms

# Total Forms

255,040

Application Farms (Applications, Renewals, & IDVs)

# Total Responded

194,629%43%

% Approved Decisions

# Responded /= Total

# Total Approved

183,541/726%

L Qualified or Renewed

# Approved Applications & Ren,

/# Responded

% Responded % Approved % Qualified or Renewed
By Relling 6 Decision Months By Rolling 6 Decision Months By Rolling 6 Decision Months
186.8% 160606% »————————— o —O__ = e ——— 186.8%
[ P e Iy . .
86.8% — 86.8% £6.6% e
\-\-"‘-\-_\_\_\ P “"‘H.___H —
—— ~— e "
66.8% 66.6% 56.8% L~ T
48.8% 48.8% 48.8%
20.8% 28.8% 20.8%
a.ax 8.8% a.8x
3/1/2819 4/1/2819 5/1/2819 6/1/2819 7/1/2819 9/1/2819 3/1/2819 4/1/2819 5/1/2819 6/1/2819 7/1/2819 9/1/2819 3/1/2819 44172819 5/1/2819 6/1/2819 7/1/2819 9/1/2819
# Qualified or Renewed / # Responded # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Completed Activities Report
By Rolling 6 Decision Months
MonthYear # Total # Responded # Approved % Responded % Approved % Qualified or Renewed
F
Totals 255,040 154,629 183,541 76.3% 94.3% 72.0%
Mar 2619 35,676 38,861 25183 86.5% 94 6% 81.8%
Apr2819 28,855 19,691 15,885 94.7% 62.5%
May 2819 42,497 219,328 27,819 69.8% 94.8% 65.5%
Jun 2619 38,297 25,285 22,282 65.8% 88.4% 558.2%
Jul 2819 35,761 26,463 24,576 T4.8% 92.8% 68.7%
Aug 2819 64,388 55,454 53,683 86.1% 96.8% 83.4%
Sep 2619 9,466 8,235 7913 87.8% 06.1% 83.8%
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Wireless: Response & Approval Rates — All Forms

# Total Forms

1,567,675

Application Forms (Applications, Renewals, & IDVs)

# Total Responded

1,102,259865%%

% Approved Decisions

# Responded [z Total

# Total Approved

957,521511%

# Qualified or Renewed

# Approved Applications & Ren,

/# Responded

% Responded % Approved % Qualified or Renewed
By Relling 6 Decision Months By Rolling 6 Decision Months By Rolling 6 Drecision Months
186.8% 1868.8% o e ——— 186.8%
B00Y e 200% #——  — 80.0%
% — ]
T, o~ ]
60.8% 66.8% 60.8% .__———-—-—_ff" T, ———
48.8% 46.8% 48.8%
20.8% 26.8% 20.6%
8.8x 8.8% 8.8x
3/1/2819 4/1/2819 £/1/2819 6/1/2819 7/1/2819 9/1/2819 3/1/2819 4/1/2819 £/1/2819 6/1/2819 7/1/2819 9/1/2819 3/1/2819 47172819 £/1/2819 6/1/2819 7/1/2819 9/1/2819
# Qualified or Renewed / # Responded # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Completed Activities Report
By Rolling 6 Decision Months
MonthYear Q, # Total # Responded # Approved % Responded % Approved % Qualified or Renewed
Fs
Totals 1,567,675 1,182,259 957,521 70.3% 86.9% 61.1%
Mar 2619 223,818 174,134 146,185 T7.8% 80.5% 62.6%
Apr2B13 183,859 141,581 116,482 73.3% 78.8% 57.2%
May 2819 248782 183,236 166,591 EENA 9B.5% 67.8%
Jun 2619 260,386 174,682 153,737 67.1% 58.8% 59.1%
Jul 2819 385,852 199,661 177,658 65.1% 80.8% B7.9%
Aug 2818 285,25 192,679 175,183 §7.5% 90.8% 61.4%
Sep 2619 56,615 36,846 34,373 73.8% 93.8% 67.9%
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Response & Approval Rates — Application & Renewal Forms Includes forms w/o OCN

# Total Responded # Approved Applications # Approved Renewals
1,851,877644% 782,03974.3% 362,004273%

# Qualified or Renewed /# Rezponded # Approved Applications /# Responded # Approved Renewals / # Responded

% Responded % Approved

% Qualified or Renewed
By Rolling 6 Decision Months

By Rolling 6 Decision Months By Rolling 6 Decision Months

- Application - Renewal

@ Application - Renewsa @ Application @ Renewal
leeey ¥, e s 1688.8% [ ]
—E By P T e 1 T
75.8% _______.,___——.——_______.___ —————* 8% “-RH__R e
-~ T = ol
— T
50.8% 50.0% o .
25.8% 25.8% T
8.8% 8.8% 8.8%
3/1/2819 47172819 E/1/2619 5/1/2819 7/1/2819 9/1/2819 3/1/2819 4/1/2819 Ef1/2619 6/1/2819 T/1/2819 9/1/2819 3f1/26819 4/1/2619 E/1/2619 6/1/2619 7/1/2819 9/1/2819
# Responded / # Total # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Applications Activities Report Renewals Activities Report
By Rolling 6 Decision Months By Rolling 6 Decision Months

I\iomh Year O # Total # Responded # Approved % Responded % Approved % Qualified I\iomh Year (O # Total # Responded # Approved % Responded % Approved % Renewed

Totals 1,852,339 968,691 782,039 91.3% 81.4% 74.3% Totals 1,327,215 891,186 362,004 67.1% 40.6% 27.3%
Mar 2819 143,675 133,348 112,663 97.8% 88.9% 78.4% Mar 2619 113,836 68,976 58,918 57.6% 85.4% 49.2%

Apr2alg 168,416 152,252 91,968 98.4% 608.4% 54 6% Apr 2819 151,242 185,859 37,486 78.6% 35.3% 247%

May 2619 191,527 167,878 135,583 877% 28.8% 76.8% May 2819 214521 158,624 58,848 73.9% 371% 27.4%

Jun 2819 159,941 146,817 122,666 38 6% B6.7% 76.3% Jun 2819 246,298 166,589 53,956 66.8% 33.6% 22.5%

Jul 28139 173,924 161,528 142,154 02.9% 28.8% 81.7% Jul 2818 273,815 178,861 59,458 62.1% 35.8% 21.7%

Aug 2619 178,558 165,162 147511 92.5% 80.3% 82.6% Aug 2819 281,925 193,867 81,258 68.8% 41.9% 28.8%

Sep 2819 36,386 33,774 3glez2 03.8% 89.1% 32.9% Sep 2€19 45,578 33,218 12,184 72.8% 36.7% 26.7%
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Response & Approval Rates — Application & Renewal Forms Excludes forms w/o OCN

# Total Responded # Approved Applications # Approved Renewals
1,296,058%5% . /79,8948 > 360,3821.%*

# Quolified or Renewed /& Responded

# Approved Applications /¢ Responded # Approved Renewals / # Responded

% Responded % Approved % Qualified or Renewed
By Rolling 6 Decision Months By Rolling 6 Decision Months By Rolling 6 Decision Months
% Application - Renewal % Application -# Renewa % Application - Renewal
o ®— % I —— = - ¥
186.0% — P A — 198 6 — e - 188.0¢ I —
75.8% LT R —— s ——— 75.8% ‘“'--—H_______*;J,_,.ff' '
- .
5e.e% — ——— —* 58.8% L ——= L
—
25.8% 258% 25.8%
8.8% 8.8% 8.8%
3/1/2819 4/1/2819 5/1/2819 6/1/2819 7/1/2818 9/1/2819 3/1/2819 4/1/2819 k/1/2819 6/1/2819 7/1/2819 9/1/2819 3/1/2819 4/1/2819 5/1/2819 6/1/2819 7/1/2819 9/1/2819
# Responded / # Total # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Applications Activities Report Renewals Activities Report
By Rolling 6 Decision Months By Rolling 6 Decision Months
I\iomh Year Q # Total # Responded # Approved % Responded % Approved % Qualified I\ionth Year Q # Total # Responded # Approved % Responded % Approved % Renewed
Totals 958,995 869,030 779,894 90.6% 89.7% 81.3% Totals 862,792 427,028 360,382 49.5% 84.4% 41.8%
Mar 2819 148,636 136,899 118,568 97.3% 26.8% 78.68% Mar 2819 118,838 67,377 58,128 571% 36.3% 48.2%
Apr 2819 137,965 121,854 91,044 88.4% To.4% 66.6% Apr 2819 24,812 38,682 36,592 45.8% 94.6% 43.6%
May 2819 169,869 146,231 135,566 86.5% 92.7% 86.2% May 2619 122,192 66,3688 58,827 54.3% B87% 481%
Jun 2819 145,845 136,841 122,862 87.3% 93.3% 81.5% Jun 2819 148,742 65,834 53,845 A45.4% T81% 36.3%
Jul 2818 161,757 149,362 142152 92.3% 95.2% 879% Jul 2819 179,838 76,8684 59,456 42.3% T81% 331%
Aug 2819 166,219 152771 147,568 91.9% 96.6% 887% Aug 2419 183,392 95,334 81,258 52.6% 85.2% 44 3%
Sep 2819 33,584 38,872 38,182 92 4% a7.2% 20.8% Sep 2619 26,577 14,289 12,184 53.5% BETE 45 8%
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Wireline: Response & Approval Rates — Application & Renewal Forms

# Total Responded # Approved Applications # Approved Renewals
194,6292%1% . 24,720222% 158,8217>%5*

# Qualified or Renewed /& Responded # Approved Applications / # Responded = Approved Renewals / # Responded

% Responded % Approved

% Qualified or Renewed
By Relling 6 Decision Months

By Ralling 6 Decision Months By Rolling 6 Decigion Months

# Application <@ Renewal % Application <@ Renewal % Application <4 Renewal
160.0% —_ e 1ae.8% :_t__j:—:__"“-——_—::—_—_—_—;:__;_;_—:—_———: 1aa.6% — e
L R e S —— ______-——_—_:_':_______—-t-———_" 75.8% 75.8% — ———— E— ————
58.8% T~ ——o—t”’/ C6.8 T et R a
50.0% . 56.8% 56.8% &_H‘_ S S——
25.0% 25.8% 258%
8.8% a.8x 8.8%
3/1/2819 4/1/281%9 E/1/2819 6/1/2819 77142819 9/1/2819 3/1/2819 4/1/2819 E/1/2819 6/1/2819 77142819 9/1/2819 3/1/2819 4/1/2819 5/1/2819 6/1/2819 7/1/2819 9/1/2819
# Responded / # Total # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Applications Activities Report Renewals Activities Report
By Rolling 6 Decision Months By Rolling 6 Decision Months
P\iomh Year Q # Total # Responded # Approved % Responded % Approved % Qualified I\iomh Year Q # Total #Responded # Approved % Responded % Approved % Renewed
Totals 45,585 28,491 24720 62.5% 86.8% 54.2% Totals 289,455 166,138 158,821 79.3% 85.6% 75.8%
Mar 2819 6,684 4713 4885 T8.5% 86.7% 61.1% Mar 2819 28,882 26,148 25,898 98.2% 96.8% 86.6%
Apr 2819 5977 2,874 2,384 481% 83.8% 39.9% Apr 2819 22,978 16,217 15,781 T8.6% 96.8% 68.3%
May 2619 6,192 3,155 2,509 51.8% 82.4% 42.8% May 2619 36,385 26,165 215,228 721% 96.4% 69.5%
Jun 2819 6,586 3,389 2,786 58.9% 84.8% 42 8% Jun 2619 31,797 21,896 15,582 68.0% 891% 61.3%
Jul 2619 6,561 4,331 3,816 66.8% 83.8% 58.1% Jul 28148 25,266 22132 28,766 75.8% 93.8% T11%
Aug 2619 11,820 8,869 7,256 T3.2% 89.9% 65.8% Aug 2819 53,368 47,385 46,427 88.8% 98.8% 87.8%
Sep 2819 2,651 2,848 1,886 Ti8% 88.5% 68.1% Sep 2619 6,815 6,185 6,1a7 98.9% 93.6% 89.6%
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Wireless: Response & Approval Rates — Application & Renewal Forms

# Total Responded

1,102,259875%

% Qualified or Renewed

# Qualified or Renewed /# Responded

% Responded
By Rolling 6 Decision Months

@ Application <4 Renewal

# Approved Applications

755,32982.7%

L Qualified

# Approved Applications /' # Respanded

% Approved
By Rolling 6 Decision Months

& Application <@ Renewal

# Approved Renewals

202,192395%

% Renewed

# Approved Renewals [ # Respanded

% Qualified or Renewed
By Rolling 6 Decision Months

@ Application  + Renewal

v P—— o - A 4
108.0% — . P 108.8% e —— 108.6% I — %
75.83 75.8% ._‘_____--_____r,_’___,-— _._-__"'-—-___ I— 75.8% -—_ ,_——“'_FF_-._ —
aba aba ——— =R ] ‘—-—~—____f__d—
5B.0% g—— e 53.8% 58.8%
__-_"-—-—-"'-__ ___.'__———.— " -— _.__———_.‘-——_____
— Y
258% 258% 158% B s ——
B.8% B.8% 8.8%
3/1/2819 4/1/2819  |5/1/2019 6/1/2619 7/1/2619 9/1/2818 3/1/28189 4/1/2819  |5/1/2019 6/1/2619 7/1/2019 9/1/2819 3/1/2819 4/1/2019 5/1/2819 6/1/2819 | 7/1/2819 9/1/2819
# Responded / # Total # Qualified or Renewed / # Responded # Quaolified or Renewed / # Total
Applications Activities Report Renewals Activities Report
By Rolling 6 Decision Months By Rolling 6 Decision Months
r\iomh Year O # Total # Responded # Approved % Responded % Approved % Qualified I\iomh Year Q # Total # Rezponded # Approved % Responded % Approved % Renewed
Totals 513,601 840,717 755,329 92.8% 89.8% 82.7% Totals 654,674 261,542 282,192 40.0% 77.3% 30.9%
Mar 2615 134138 132,358 186,638 G8T7H 38.6% T9.5% Mar 2615 85672 41775 33,555 46.6% 38.3% 374%
Apr2819 131,883 115,885 85,568 08.2% 75.2% 67.9% Apr2819 61,8685 22,486 26,822 36.8% 03.8% 34.3%
May 2819 162,877 143,878 132,967 E7.8% 92.9% 81.6% May 2619 85,085 18,168 33,624 A8.7% B3T7% 39.1%
Jun 2813 143,345 127,532 119,282 E0.8% 93.5% 83.2% Jun 2819 116,361 47158 34,455 46.3% T31% 29.5%
Jul 2819 155,196 145,831 138,342 93.5% 95 4% 391% Jul 2819 156,656 53,978 38,768 35.8% T17% 257%
Aug 2819 155,199 144 7a2 148,252 93.2% 96.9% 96 4% Aug 2819 138,852 47977 34851 36.9% 72.6% 26.8%
Sep 2819 38,853 28,932 28,296 93.8% 97.8% 91.7% Sep 2619 19,762 2814 6,877 46.6% 75.8% 36.8%
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Program Participation — Enrolled, Approved, & Transferred Customers

Partial
Month
Enrolled Customers (Service Terms)

LEm ~ [ Count of distinct ServiceTermIDs

1735M 1738M 1742M 1741M ] .

L I — — Service Start Date is not Mull
| e — —_—
T Service Started before the reporting month and End date is after the reporting Month
1633M Service was active throughout the reporting period
.

1.6M

312818 8/1/1818 Based on Service Term Dates

Approved Customers (Service Terms)
256k 233.84k aclagt
258k — - ____E:'fi‘ Count of distinct ServiceTermIDs
T 178,58k 150k e — B
_ — . A RHEK Decision = Approved
Based on Decision Dates
8
3/1/2819 =l /142818
Transferred Customers (Service Terms)

266k Count of distinct ServiceTermIDs

129.22k A 77 12391k 3 78,08k EventTypdeCode = 544 (Transfer - Carrier Lost)

S 11477k [ 11883k 111,96k 12898k ¥P
-— - @@ - B — '““=-=,_h
T [ Based on Event Date as Transfer Date
— 128k
x] T
3/1/2819 7/1/2619 9/1/2818
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Participation by Service Provider (Top 5)

Application Summary by Service Provider (Service Terms)

- AmeriMex(136A4) Assurance Wireless(6664) - SBC(9748) ® Telscape(4288) - Tracfone(535B) # Others
6568k

588k

488k

388k

288k *

188k
Mar 2619 Apr 2818 May 2619 Jun 2819 Jul 2819 Aug 2819 Sep 2819

Application Summary by Service Provider (Service Terms)

Service Provider O, Month & Year O,
Mar 2819 Apr2819 May 2619 Jun 26819 Jul 2619 Aug 2819 Sep 20819
Others 326,637 321,683 322,578 319,660 314172 312,469 314,463
AmeriMex{1364) 189,147 185,554 182,923 184,652 177,586 178,529 181,459
Assurance Wireless(6664) 522,781 538,773 535,873 536,552 525,693 482,551 476,974
SBC(8748) 226,366 223,738 222,836 216,643 287,882 287775 287,958
Telscape(4288) 287,638 286,583 282,781 281,934 199,164 188,525 281,619
Tracfone(585B) 162,788 259,627 273187 281,148 261,994 248,822 258,879
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Application & Renewal Response Rate

Application Form IDs by Application Type, Submission Type, Enroliment, and Decision

Dap
Application
Approved
Program
— Mail
Renewal —
¥ieh — Harddenisd
Income: |:| ||
L =-|ur Softdenied —
Application Type : Submission Type Submission Type : Income or Program Income or Program : Decision
Application Type O Submission Type C, Submission Type C, Income or Progr... O Income or Progr... Cl Decision C,
- Dap Tvr Mai Web Income Program Approved Harddenisd Softdenied
Totals 1,873,665 818,103 7,810 266,171 188,443 Totals 69,415 2,284,782 Totals 1,135,389 678,053 540,755
Application 163,286 816,271 - 47784 16,377 - - 1,673,665 Income 68,753 23 431
Renewal 918,379 1,832 7818 218,487 172,871 Dap 15,488 262,623 Program 1,866,636 677,822 548,324
vr 1,468 6,342
Mai 26,918 245,253
Web 31,54 156,899
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Enrollment Eligibility Method (April to Present)

Enrollment by Income or Program Enrollment by Income or Program
By Relling 6 Menths, Includes All Decisions Summary of All Decisions
B Income M Program Eligibility Method Q Submission Type O
258k R
Eligibility O,
268 B4k Totals Dap Tur Mail Web
288k
Income 58,647 14,841 1,172 16,851 25,804
Federallncome 35,142 18,237 673 8,455 15,793
Statelncome 23,585 4,684 489 2,398 18811
_ Program 789,026 599,396 3,679 £7,643 98,371
158k FDPIR 50 19 - 13 18
HSTO 169 9 2 144 14
111.39k IndAff 69 2 3 55 =]
LIHEAP 3,223 74 79 1,953 1117
168k Medi-Cal 438,182 297,868 1,922 65,234 73,989
MSLP 1,722 1648 39 631 893
58 2,371 3412 56 1874 249
~ SHNAP 300,299 281,843 1,886 5,094 11,467
0k - 551 29,761 18,257 358 11,427 77259
TAMF 43 9 & 26 8
TAMFETC 716 3ez - 75 338
2] VSPBP 867 416 18 268 181
Apr 2819 May 2619 Jun 2819 Jul 2818 Aug 2019 Sep 2819 wic 11,554 8,955 195 696 1,789
# Service Term IDs *Eligibility - Program or Income selected during decision
Enrollment by Income or Program Income Program Participation Details

531 . 2977k

SNAP 3
wic | 1156k R
Income 58.65k LHEA3| 12k
Others I 6.95Kk
] 2688k 488k LR 888k Program ] 288k 488k EEETS
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R
Approvals Qualified (Inward/Outward)

Approvals (Qualified) Report Inward/Outward - Aug 2619

Prior Month Ending Bal  Variance Beginning Bal Inward Outward Ending Bal Pending Apps
1,689,651 6,537 v1,696,228 267826 335,383 1628671 41,478
* Excludes Inoctive Carriers
Top 18 Variance

Top 16 Ending Balance
By Prior Month, Carrier, and # Subscriber IDs
529.68k

Assurance Wireless

Tracfone

SBC 2187.88k

Telscape 18917k
AmeriMex 17[7.59k
Telrite - 6472k
iwireless - 58.62k
Frontier - 58.41k
Global Connections . 3813k
Others - 94.2%K
8 286k daek 688k

* Based on Service Start/End Dates

By Carrier, and # Subscriber IDs

Assurance Wireless

Tracfone 474

Global Connections - 383
i-wireless - 365

Telrite 176

Beginning Balance - Prior Month Ending Balance

2.66k

Beginning Balance

1,696,228939%

*Variance

% Vorionce: Varionce / Prior Month Ending Bal

Top 16 Beginning Balance
By Current Month, Carrier, and # Subscriber IDs

ASSJrEnCEI“'I“rslsss _ Fansek

Tracfone 26247k

AmeriMex

Telrite

iwireless

Frontier

Global Connections

. 38.51k
8

288k 488k 668k

End of Month Balance + Outward - Inward
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Top Denials by Service Provider Codes

Total Forms
2,354,197318%
Top 10: # Denied Top 108: ¥ Denied
By Service Provider and Rolling 6 Decision Months By Service Provider and Rolling & Decision Months
N ———— R -
Tecaoe(<220) [ - e
ettt 352) I —— ]
wree730) I 725 a7 N -
rtess207+) [N 7155 pos(sose) |

Global Connections(373C) . 244k
Frontier(2319) . ]

Boomerang(262H) l 5.84k

o532 | -
comersze) I -

8 5ek laek 158k 288k 258k 308k e.e% 18.8%

Tk

A

28.8% 3g.ex 48.8% £8.8%

# Denied # Denied / # Total

Denial Summary by Application Type & Denial Codes

Includes All Review Types - Application Forms

Application For... O Values Month Year C,
% Denied # Total
Totals Sep 2819 Aug 2819 Jul 2815 Jun 2815 May 2818 Apr 2819 Mar 2819 Totals Sep 2819 Aug 2815 Jul 2819 Jun 2818 May 2619 Apr 2818 Mar 2815
Totals 51.8% 40.5% 50.3% 55.9% 56.0% 52.1% 59.5% 34.9% 2,354,197 56,5180 468,475 447,739 400,244 406,056 319,662 263,511
Application 23.1% 11.8% 15.4% 16.2% 21.4% 28.6% 42.2% 159% 1,000,116 26,644 172,194 168,27¢@ 154,836 187,666 158,413 132,985
IDVApplication 85.5% 66.6% 69.8% 78.8% 83.3% 88.5% 95.4% 91.6% 43,522 961 6,356 5,654 5911 3,867 16,883 18778
IDVRenewal 56.5% 23.8% 3i8T% 53.0% 62.1% T6.4% 87.0% 53.5% 75,968 563 18173 17,385 16,988 12,237 6,597 4185
Renewal 73.6% 671% T4.8% 79.9% TET% T2.3% T47% 58.7% 1,234,591 28,342 263,752 256,518 223,395 282,292 144,649 115,651
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Top 5 Denials Codes by New Applications and Renewals

Top 5 Denial Codes Applications: Top 5 Denial Codes Renewals: Top 5 Denial Codes
By Relling & Decision Months By Rolling 6 Decision Months By Rolling 6 Decision Months

O:FIE’S _ e O:qe’s _ s34 O:FIE’S e

8 288k 4aek 608k 8 28k 48k 66k 8ek 8 288k 4a8ek 689k
Applications & Renewals Denial Codes
By Rolling 6 Decision Months
Renewal Application IDVRenewa

24-8 : 21-13
393.27k 308.36k
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Denial Code Descriptions

Denial Code Decision Source

Applications

Description

2-9 Final Hard Denial System We do not have evidence that the Application Form was returned to us.

5-12 Initial Hard Denial 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.

6-21 Initial Soft Denial System We do not have evidence that the Application Form was returned to us.

5-10 Initial Hard Denial System Special denial letter mailed for duplicate discount found in the database

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

Renewals

Denial Code Decision Source
22-15 Initial Soft Denial System
24-8 Final Hard Denial System
24-9 Final Hard Denial System
21-13 Initial Hard Denial System
24-33 Final Hard Denial System

Description

We do not have evidence that the Renewal Form was returned to us.

We do not have evidence that the Renewal Form was returned to us.

Your form was returned as non-deliverable (a letter will not be generated for this reason).
We do not have evidence that the identity documentation and ID Authentication Form were
submitted to us.

We do not have evidence that the identity documentation and ID Authentication Form were
submitted to us.
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Inbound Mail

Inbound Mail Volume

80000
70000
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50000

40000

30000

20000
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e APpliCAtioNs  se——Post Cards s lndeliverable Mail Fhones
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Outbound Mail

Mailing Report

75,8080

[

IL\ -,
3 ~ 3 -
g »

Y e
A B

B Appeal Letters Denial Letters B Initial Application g [nitial Application B Renewal Forms Renewal Forms B Transfer Letters B Mo Type
Reprint Correctable Denial R__
B Approval Letters W 1oV Initial Application - R Renewal Forms Initial Application
- ® Correctable Denial Reminder Postcards ® correctable Denial B Renewal Forms Reprint Correctable Denial R...
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Processing Throughput

Manual Reviews

1,244,201

Monthly Compliance %

Avg SLA Days

7 7788.7%

% Compliance

Weekly Compliance %

8% 160% 168% 18a% 166% e I
1668% —93% — — . . ® (93%)
/
A
58% 8%
3/1/2819 71726189 9/1/2818 7172619

% Compliance = (# On Time / Total Application Forms)

Daily Average SLA
By Decision Date

28

% Compliance = (# On Time / Total Application Forms)
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Call Volumes — English & Spanish

LifeLine Weekly Calls Offered by Language - English & Spanish

o .
=
@ 12,000
£
o
.E CA Lifeline -
.E Languages
S B SPANISH
8,000
W EMGLISH
4,000
0a/10 0617 0624 o7/l 07/08 0715 0722 07/29 0805 D&/M12
Week Start Date (Monday)
Metrics Contacts Offered
CA Lifeline - Languages 0610 0617 0624 07/m 07/08 0715 0722 07/29 08/05 0812
EMGLISH 13977 13,400 12,287 10,513 13,080 13,980 15,605 15,376 14,001 14,072
EPAMISH 2,854 2,664 2,365 1.576 274 2,852 3372 3414 3,008 3,168
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Call Volumes — Asian Languages

LifeLine Weekly Calls Offered by Language - Other Languages

1,200 CA LifeLine -
E 1,000 Languages
& —] B OTHER
o 800
" - - - B VIETNAMESE
g 600 I - B TAGALOG
G - - — B MANDARIN
§ o ]
| N = m oy
. H =
B |APANESE
06/10 07/08 07/15 07/22 08/05 0812
B HMONG
Week Start Date (Monday)
Metrics Contacts Offered
CA LifeLine - Languages 06/10 06/17 06/24 07/01 07/08 07/15 07/22 07/29 08/05 08/12
CAMBODIAN 3 2 1 2 1 1 1 9
CANTOMESE 209 208 181 184 245 224 209 366 388 438
HMONG 2 1 1 5 1
JAPANESE 15 18 ] 7 14 26 17 28 31 27
KOREAN 146 78 108 86 92 130 125 162 156 215
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Call Reasons

m 3tatus Update
m Policy Question
m Service Provider
Renewal by Phone
m Requesting an Application
m Removing from the program
m Discount Transfer questions
m [DV Issue
m Escalation

m Requesting a Reprint
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Thank You

Q&A
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Response & Approval Rates Definitions

# 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
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