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• Program Participation as of November 2019 = 1.69 Million Subscribers 

 Change of -2.3% from August 2019 

• Average Qualification Rate for Applications as of November 2019 = 86.8% 

• Average Renewal Rate as of as of November 2019 = 41.3% 

• Average Forms Processing Turnaround Time (as of 12/1/2019) 

 Average SLA Days to-date: 2.14 

 Average SLA Days in November: 0.93 

 Manual Reviews to-date: 1,247,804 

 Manual Reviews in November: 168,060 

 

 

 

 

Executive Summary 
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• Key Dates 

 Carrier Data Synchronization Began – 9/21/19 

 Service Term Fix – 9/13/19 

 

• Key Initiatives 

 Service Terms 

 Data Synchronization  

 Renewal Process Review 

 Cutover Issue Stabilization 

 ImageX Functionality 

 

 

 

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



10 
Version 4 2015.000269.01 

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 
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Denials by Service Provider and Form Type 
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Top 5 Denials Codes by New Applications and Renewals 
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Inbound Mail Volumes 
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Forms Processing Throughput 
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Call Volumes – English & Spanish 
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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 

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

Denial Code Type Form 
Decision 

Source 
Description 

22-15  Correctable Denial Renewal System We do not have evidence that the Renewal Form was returned to us.  

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

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

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

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

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

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.  

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

22-17 Correctable Denial Renewal Reviewer You did not print your initials to certify that no one else in your household is already receiving the discount.  
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APPENDIX - Enrollment Eligibility Method - Detail 


