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Helping Government Serve the People® 
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• 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) 

 

 

 

 

 

Executive Summary 
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• 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 

 

 

 

TPA Transition Summary 
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Response & Approval Rates – All Forms Includes forms w/o OCN 
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Response & Approval Rates – All Forms Excludes forms w/o OCN 
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Wireline: Response & Approval Rates – All Forms 
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Wireless:  Response & Approval Rates – All Forms 



8 
Version 4 2015.000269.01 

Response & Approval Rates – Application & Renewal Forms Includes forms w/o OCN 
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Response & Approval Rates – Application & Renewal Forms Excludes forms w/o OCN 
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Wireline:  Response & Approval Rates – Application & Renewal Forms 
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Wireless:  Response & Approval Rates – Application & Renewal Forms 
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Program Participation – Enrolled, Approved, & Transferred Customers 

Partial 

Month 
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Participation by Service Provider (Top 5) 
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Application & Renewal Response Rate 
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Enrollment Eligibility Method (April to Present) 
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Approvals Qualified (Inward/Outward) 
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Top Denials by Service Provider Codes 
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Top 5 Denials Codes by New Applications and Renewals 
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Denial Code Descriptions 
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Inbound Mail 
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Outbound Mail 
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Processing Throughput 
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Call Volumes – English & Spanish 



24 
Version 4 2015.000269.01 

Call Volumes – Asian 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 

Response & Approval Rates Definitions 


