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Executive Summary

* Program Participation — 1.59 Million Subscribers
» Change of -1.3% from November 2019

« Average Qualification Rate for Applications — 88.3%
» Change of 1.5% from November 2019

* Average Renewal Rate - 51.0%
= Change of 13.2% from November 2019

* Average Forms Processing Turnaround Time

= Average SLA Days August 2019 — February 2020: 2.0
= Average SLA Days in February: 1.5
= Manual Reviews to-date: 1,259,187

: : As of February 21st, 2020
= Manual Reviews in February: 101,459 /
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TPA Summary

« Key Initiatives
» Cleanup activities

* Pending response forms

* Ineligible subscriber transfers
* Form 555 reporting data
» USAC True-up reporting
» Operational enhancements
" [mageX process

» Data Synchronization follow through

CONFIDENTIAL



Response & Approval Rates — Application & Renewal Forms

# Total Responded

1,324,173325%

ualified or Renewed

# Approved Applications

845,05 7875%

# Approved Renewals

388,536475%

¥ Qualified % Renewed
% Responded % Approved % Qualified or Renewed
By Rolling 6 Decision Months By Rolling & Decision Months By Rolling 6 Decision Months
& Renewal % Application # Renewsl % Application # Renewal # Application
nar e . . - . 6.5% h.G% 095 8% 96 4% 97.2% 7.8% T4% 3 ) )
188.8% 918% 82.3% 06.6% 98.2% 9843 a8 1% 88.7% 188.8% f“‘ 95t .8 14 978 o 186.8% —88.6% 88.5% 879% 878% 37.9% g5 5% 88:3%
——  * -— . 5o g7.3% — ——*
85X . 877% _,;'w 86 6% ar4x TeTE 0 e = 89.8%
53.5% 52.4% 54.9% £11% Eﬂiif . 558.}. 79.5% o
seey ¥ —— 58.8% ey 24.3% A17%
[ ———
8.ex% 8.e% 8.e%
8/1/2819 9/1/2819 18/1/2819 |11/1/2819 |12/1/2619 2/1/28208 8/1/2819 9/1/2819 18/1/2819 |11/1/2819 |12/1/2819 2/1/2828 2/1/2819 9/1/2819 18/1/2819 | 11/1/2819 |12/1/2819 2/1/28208
# 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
Month Year Q # Total # Responded # Approved % Responded X Approved ¥ Qualified Month Year Q # Total # Responded # Approved % Responded % Approved % Renewed
F. .
Totals 865,550 874,922 845,057 90.6% 96.6% 87.5% Totals 817,298 449,251 388,536 55.9% 86.5% 47.5%
Aug 26819 163,712 156,286 145841 G1.a8% 96.5% 88 6% Aug 2818 188,822 181,851 83,571 h3.5% B27% 44 3%
Sep 2818 151,889 148,328 134,553 92 3% G5 0% 28.5% Sep 2819 142 572 74771 59411 52.4% T494.5% 41 7%
Oct 2818 151,388 137838 131,621 98.6% 96.9% 870% QOct 2819 122,575 67280 58,204 h4.9% 86.6% 476%
Now 28149 122,723 116,754 186,728 98.2% 96 4% G70% Mov 2819 51,843 46,942 41,6688 511% 87 4% 44 7%
Dec 28189 125 888 117,359 114122 G .a4% a72% a79% Dec 2619 182,918 59651 55,206 58 8% 92 7% 537%
Jan 2828 158,929 133,837 129,881 88.1% 976% 85.5% Jan 2828 183,594 62,627 57,885 68.5% 92.3% 55.8%
Feb 2626 958081 86128 33,811 9aTx O74A% 88.3% Feb 2628 64,975 36,929 33,157 56 8% 809 8% 51 8%
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Wireline: Response & Approval Rates — Application & Renewal Forms

# Total Responded

229,8062>6%

% Qualified or Renewed
% Responded
By Rolling & Decision Months

% Renewal

# Approved Applications

31,044544%

% Qualified

% Approved
By Rolling § Decision Months

# Approved Renewals

189,128886%

% Renewed

% Qualified or Renewed
By Rolling 6 Decision Months

& Application & Renews & Application @ Renewal @ Application
. . o . . 98.1% a7 4% 98 8% a7.9% 97.9% g77% Q7TH ) .
100.0% —897%  g8g 92 6% 99.0% a2.1% 912%  982%  100.8% e—— e . . . - e 1600% -88e% —gruy 38.7% 896 98.2% 891%— 88.1%
-— ———————— - —e — . — ;i___—a— —— —— .
-'é a o T _ T
-— . §1.4% N §2.5% 61.8% . 26.5% 82.6% 83.5% 837% 204%  88.3% 2.2%
73.3% 7185 e B4T% o @ E1E¥ e ' $——e a7y 1. 52.3% 40.6%
56.0% e e 50.6% saoy OOt e 4578 e w3
=
g.a% B.a% B.a%
8/1/28149 9/1/2619 18/1/2819 |11/1/2819 |12/1/2819 2/1/2826 8/1/26819 8/1/2819 18/1/2819 |11/1/2818 |12/1/2814 2/1/2828 8/1/26819 8/1/2819 18/1/2819 |11/1/2818 |12/1/2819 2/1/2828
# Responded / # Total # Qualified or Renewed / # Responded # Quolified or Renewed / # Total
Applications Activities Report Renewals Activities Report
Bvy Rolling 6 Decision Months By Rolling 6 Decision Months
Month Year Q # Total # Responded # Approved % Responded % Approved % Qualified Month Year Q # Total # Responded # Approved % Responded % Approved % Renewed
. r .
Totals 57,821 36,529 31,844 64.1% 85.8% 54.4% Totals 213,571 183,277 189,128 98.5% a97.9% 88.6%
Aug 2818 16,986 &,857 7262 T3.3% Qe 1% 66.1% Aug 2819 55,303 49672 48729 297% 98.1% 28.8%
Sep 2819 11,479 8,258 7143 71.9% 86.5% 62.2% Sep 2819 34,993 38,798 3g.eea g8.8% 974% 85.2%
Qct 2818 8,552 5,867 4,845 61.4% 82.6% 58.7% QOct 2819 38,516 28,252 17,6491 92.6% SE.ax Ga.7%
Mov 2818 6,641 3,634 3,836 5AT% 83.5% 45 7% Mov 2819 22,651 28,597 28161 0B 0% o7 9% 80.8%
Dec 2619 7119 4447 3,724 62.5% 83 7% 52.3% Dec 2619 27447 25,2948 24756 921% 9789% 08 2%
Jan 2828 T481 3,801 3128 52.6% 88.4% 42 3% Jan 2628 27268 24 861 242497 91.2% =4 29.1%
Feb 2628 3,843 2,375 1,986 61.8% 808.3% 49.6% Feb 2828 15,383 13,8087 13,485 98.2% 97.7% 88.1%
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Wireless: Response & Approval Rates — Application & Renewal Forms

# Total Responded

1,094,37632°%

% Qualified or Renewed

# Approved Applications

314,013896%

# Approved Renewals

199,417336%

% Qualified X Renewed
% Responded % Approved % Qualified or Renewed
By Rolling 6 Decision Months By Rolling & Decision Months By Rolling 6 Decision Months
# Renewal # Application # Renewsl # Application # Renewal # Application
i 1 g o 0| - 6.9% 5.5% 95.6% 96.8% 97.8% 975% 979% . - -
1680y 93.1% 94.6% 92.5% 92.3% 92.8% 08.8% 91.9% 168.8% .gc'_ a6 d 6,8 - . 188.8% 98.2% 90.7% 20.4% 89.32% 29.0% 878% 96.9%
— —_————® — o [ S—— —.
57.8% 660% e 88.9% BETX 85.1%
a9l5x -— 78.4% 791% -
e T 40.0% 472 4% N 45.5% i 46.5% c.0% - - 43l0%
L5B.B% —38.5% ____38_1_:_.___ e = 58.8! 568.95 . - 3374 > __—13—__ - :-9 E':c.
B 76.1% 27.3% e -
- —w
8.8% 8.8% 8.8%
8/1/2819 8/1/2818 la/1/2819 |11/1/28619 |12/1/2819 2/1/2828 8/1/2819 9/1/2619 18/1/2819 |11/1/2819 |12/1/2819 2/1/2828 8/1/28139 9/1/2819 18/1/2e19 |11/1/2819 |[12/1/2819 2/1/2828
# Responded / # Total # Quolified or Renewed / # Responded # Qualified or Renewed / # Total
Applications Activities Report Renewals Activities Report
By Rolling 6 Decision Months By Rolling 6 Decision Months
Month Year O # Total # Responded # Appraved % Responded % Approved % Qualified Month Year # Total # Responded # Appraved % Responded % Approved % Renewed
. .
Totals 908,528 838,393 814,013 92.3% 97.1% 89.6% Totals 603,736 255,983 199,417 42.4% 77.9% 33.0%
Aug 2819 152,728 142,229 137,774 931% 96.9% 068.2% Aug 219 133,438 51,388 34,851 38.5% 67.8% 26.1%
Sep 2819 148,518 132,862 127418 04.9% 896.5% 88 7% Sep 28139 187,579 43,873 25,482 48.9% 66.9% 27.3%
Oct 2819 141,758 131,171 126,776 82.5% 96.5% 20.4% Qct 2819 92,859 35,828 38,683 42.4% 78.4% 33.2%
Mov 2819 116,882 187,128 183,692 92.3% 96.8% 20.3% MNov 2818 68,192 26,345 28,847 381% 79.1% 38.1%
Dec 2819 122,769 112,912 118,388 92.9% 97.8% 20.9% Dec 28139 75,469 34,361 38,534 45.5% 28.9% 48.5%
Jan 2828 143528 129,148 125953 Se.9% 97.5% 57.8% Jan 2828 76,326 37,766 33,588 49.5% BETY 43.9%
Feb 2828 51,158 83,753 82,885 51.9% 97.9% 58.8% Feb 2828 49,673 23,122 15672 46.5% B5.1% 39.6%

CONFIDENTIAL




Response & Approval Rates — All Forms

# Total Forms # Total Responded # Total Approved

2,303,409 1,844,73456%% 1,233,82323.5%

% Approved Decisions % Qualifisd or Renewed

Appiication Forms (Applications, Renewais, & IDvs) & Responded /& Total # Approved Applications & Renewals /& Responded
% Responded % Approved % Qualified or Renewed
By Rolling 6 Decision Months By Rolling 6 Decision Months By Rolling 6 Decision Months
186.8% 188.6% 1688.8%
200Y o—m —————— . ———— % . — BB.8% 3 B8.8%
- — * I
60.8% 60.89% 68.8% . ———®
- —a————+——— 88— .
48 8% 48 8% 48.8%
10.8% 208.8% 208.8%
B.8% B.8% B.8%
8/1/2819 11/1/2819 271728208 8/1/26819 11/1/2819 2/1/2828 8/1/2819 11/1/2819 2/1/2828
# Qualified or Renewed / # Responded # Qualified or Renewed / # Responded # Qualified or Renewed / # Total
Completed Activities Report
By Rolling & Decision Months
MonthYear Q # Total # Responded # Approved % Responded % Approved % Qualified or Renewed
rF .
Totals 2,303,409 1,844,734 1,233,823 86.1% 66.9% 53.6%
Aug 26819 468,133 358,936 228,752 78.68% 637% 497%
5ep 2819 374,449 294,979 194,813 78.8% 65.8% h1. 8%
Oct 26819 356,766 287195 189,915 88.5% 661% h3.2%
Nov 2819 278,875 222,885 147,737 79.6% 66.5% 53.8%
Dec 1819 385,924 158,138 169,412 21.8% B7.7% 55.4%
Jan 282@ 338,634 271,775 186,886 82.2% 68.8% 56.5%
Feb 2828 186,634 155,714 117,868 81.2% 73.3% 59.5%
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Wireline: Response & Approval Rates — All Forms

# Total Forms # Total Responded # Total Approved

270,592 229,806>:8% 220,172814%

X Approved Decisions % Qualified or Renewed

Appiication Forms (Applicotions, Renewals, & IDVE) # Responded /& Total # Approved Applicotions & Renewals /2 Responded
% Responded % Approved % Qualified or Renewed
By Rolling 6 Decision Months By Rolling 6 Decision Months By Rolling 6 Decision Months
188.8% 1668.8% o o 188.68%
— e — -—
88.0% - n 2 - 80.0% 88.0% B SR S ——
68.8% 66.8% 68.8%
48.8% 48.8% 48.8%
28.8% 28.8% 28.8%
8.6% 8.8% 8.6%
8/1/2819 11/1/2819 2/1/2828 8/1/2819 11/1/2818 2/1/2828 8/1/28149 11/1/2819 2/1/2828
# 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
i
Totals 278,592 229,806 220,172 84.9% 95.8% 81.4%
Aug 26818 66,379 57,729 55,091 a7.8% Q97 8% 84.4%
Sep 2818 46,472 35,855 37152 84.8% 895.1% 79.9%
Oct 2819 48,868 34,119 32,536 85.2% 595.4% 81.2%
Nov 26189 28,2592 24,231 23,1587 827% 957% 79.2%
Dec 26819 34,566 28,737 28,4808 86.8% 05.8% 82.4%
Jan 2628 34,669 28,752 27,425 82.0% 05.4% 79.1%
Feb 2828 15,145 16,182 15,391 84.5% 95.1% 89.4%
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Wireless: Response & Approval Rates — All Forms

# Total Forms

,912,265

..... on Forms (Applications, Renewals, & IDVE)

# Total Responded

1 694 37692 o%

Approved Decisions

# Responded /2 Tol

# Total Approved

1,013,4306°579%

# Approved Applicotions & Renewals / # Responded

% Qualified or Renewed

% Responded % Approved % Qualified or Renewed
By Rolling 6 Decision Months By Rolling 6 Decision Months By Rolling 6 Decision Months
168.6% 188.8% e " ——» 166.8%
I
88.6% — . gB.6% 86.6%
._____+——__._ ———— " - _ &
66.8% 60.8% fogy +——
48.8% 48.8% 48.8%
28.8% 28.8% 28.8%
8.0% 8.6% 8.0%
a8/1/2819 1171728149 2/1/2820 8/1/28149 1171728149 2/1/2820 a8/1/2819 1171728149 27172828
# Quuolified 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
F .
Totals 1,512,265 1,094,376 1,013,430 72.4% 92.6% 67.0%
Aug 2819 286,164 193,617 172,630 67.7% 80.2% 6a.3%
Sep 2619 248,889 176,835 156,812 T18% 891% 63.2%
QOct2818 233,815 176,129 157378 72.8% 92.5% 67.3%
Mov 26819 185,274 133,465 124,538 T2.8% 93 3% 67.2%
Dec 2819 198,238 147,273 148,932 T4.3% 95 7% 711%
Jan 282é 219,854 166,812 159,461 75.9% 95.5% 72.5%
Feb 2628 148,831 166,875 161,677 75.9% G51% 72.2%
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Program Participation — Enrolled, Approved, & Transferred Customers

Enrolled Customers (Service Terms)

Partial
Month
176M isti i
1 691M 1 591M Count of distinct ServiceTermIDs
*lff'if\i____————— — Service Start Date is not Null
____1‘-——1;":1},_9'_'1______ 1593M 1.585M Service Started before the reporting month and End date is after the reporting Month
__""—~—-_____l£:5’8_M______—————__ Service was active throughout the reporting period
1.5M
8/1/2819 18/1/2818 1171728189 12/1/28189 17172828 2/1/2828 Based on Service Term Dates
Approved Customers (Service Terms)
258k —247-93 . .
il , Count of distinct ServiceTermIDs
— 1BBSK 184 66k alaze 18176k
. =———___________ 143,82k ___E;:J‘_____——o-_________ Decision = Approved
——— —_‘————___
I
11692k Based on Decizion Dates
]
8/1/2619 16/1/28189 11/1/2818 12/1/2818 1/1/2628 27142828
Transferred Customers (Service Terms)
288k Count of distinet ServiceTermIDs
12698k - 117.97k 1141k EventTypdeCode = 544 (Transfer - Carrier Lost)
118.38k - 1k
— e e le28k 90.58k ——
. S T ———— §8.89
B Based on Event Date as Transfer Date
]
8/1/26819 16/1/2819 11/1/2818 12/1/2018 1/1/2828 2/1/2828
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Participation by Service Provider (Top 5)

Application Summary by Service Provider (Service Terms)

& AmeriMex(1364) Assurance Wireless(6664) @ SBC(9748) # Telscape(4286) & Tracfone(585B) # Others

600k

Leek

406k

300k -

288k L= —
188k

Aug 2619 Sep 2819 Oct 2819 MNowv 2819 Dec 2819 Jan 2828 Feb 2828

Application Summary by Service Provider (Service Terms)

Service Provider C Month & Year C,
Totals Aug 2819 Sep 2919 Oct 2819 Mov 2819 Dec 2819 Jan 2828 Feb 2628
Totals 3,159,573 1,660,553 1,691,044 1,691,870 1,619,432 1,558,343 1,592,790 1,595,044
Others 615,307 315158 321,397 321,788 317,881 313,277 316,847 322,259
AmeriMex(1364) 483,084 181,585 185,289 179,659 164,389 154,836 150,860 162,969
Assurance Wireless(6664) 943,990 499917 514,136 516,582 489,652 450,688 477129 476,134
SBC({8748) 319,840 213,338 214,955 212,743 289,853 288,386 2ar5e3 285,985
Telscape(4288) 406,296 104,665 716,819 278,456 212,822 718,367 274,446 775,885
Tracfone(585E) 470,156 746,557 230,248 730,036 227,235 712,829 287,865 761,817
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R
Application & Renewal Response Rate

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

Dap
Application
- Mail
Renewal
Web
|y
Application Type : Submission Type
Application Type O Submission Type O
- Dap Ivr Mail VWeb
Totals 517,718 814,760 6,757 228,806 214,807
Application 95,175 814,759 - 37,875 17,741
Renewal 472,543 1 6,767 186,931 197,866

MAXIMUS

Version 4

Submission Type : Income or Program

Submission Type O, Income or Progr... O

Income
Totals 189,065
- =1=}
Dap 24785
Tvr 1782
Mai 35,623
Web 46,775

Program
Income:
Income or Program : Decision
Income or Progr... O Decision C
Program Approved
1,673,783 Totals 1,233,593
517,628 Income 198,868
789 875 Program 1124785
4,865
183,18

arddenied

541,449

(51

n
=
un
[
(=)
[

Approved

Harddenied ||
Softdenied —

Softdenied

7,806
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Form Submission Types

Dap W Ivr W Mail W Web
180,000

167,658 Application 683 62k
168,008 R
Renewszl - 168.14k

IDVApplication | 2.54k

146,694

148,060

128,060

186,419

188,080

[DVRenewal | 871

88,080

a 258k Eaak 758k

608,060

40,068

20,008

Sep 2819 Oct 2019 Nov 2819 Dec 2819 Jan 2828 Feb 2826
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Enrollment Eligibility Method

Enroliment by Income or Program Program Participation Details
By Rolling 6 Months, Includes All Decisions

B Income M Program LIHEAP

258k WIC
SSI \

28817k
208k o
15655k 183 85k 181 27k
16445k
158k 14330k
11652k
SNAP 383 %
188k Medi-Cal
sek
g
Aug 2819 Sep 2819 Oct 2819 Nowv 2819 Dec 26819 Jan 2828
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Denials by Service Provider and Form Type

Top 16: # Denied

Top 16: % Denied
By Service Provider and Rolling § Decision Months

By Service Provider and Rolling § Decizion Months

Assurance Wireless({6664) — 219,58k Charter(337E) 49.4%
Teccape(s220) [ -7 Charter(7760) _
Telrite(9730) [ 1575+ assurance Wireless(6664) ||| G :
i-wireless(207H) [JJJJJj 1535« Tracfone(585E) _ 36.6%
Global Connections(373C) . 9.2k TDS(2323) _ 35.3%
Frontier(2319) . 647k Ponderosa(2332) _
American Broadband(5a98) ] 4-26k seomerana(262H) ||| :- -
Others - 16.3k Others _ 28.3%
g 5ok 188k 158k 280k 250k 0.0% 18.8% 29.8% 36.8% 46.0% 50.8%
# Denied # Denied / # Total
% Denied
Totals Feb 2&24 Jan 2a2a Dec 2818 MNow 2818 Oct2819 Sep 26149 Aug 2619
Totals 30.8% 26.8% 26.6% 27.2% 31.1% 30.7% 34.2% 35.2%
Application 10.0% 8.8% 12.2% g8% 18 4% 18.3% 83% 1%
IDVApplication 83.9% BB 4% 0E.2% BETY G11% 70X 70.4% Ga.7x
1DV Renewal 27.7% 53 6% A7 2% 36.6% 32 6% 25 2% 2T73% 26.5%
Henewal 53.2% 48.9% 44.2% 48.3% hB.5% R2T% HE.6% 503X
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Top 5 Denials Codes by New Applications and Renewals

Applications: Top 5 Denial Codes
By Rolling 6 Decision Months

Renewal

Renewals: Top 5 Denial Codes
By Rolling 6 Decision Months

288k 488k 688k

Application
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Inbound Mail Volumes

80000

70000

60000

50000

40000

30000

20000

10000

0

44,484

48,568

Apr-19

44,179

47,300

May-19

44,797

I 42,981

Jun-19

47,421

55,400

Jul-19

CA LifeLine Mail Volume

67,767

59,064

Aug-19

56,603

50,188 |

Sep-19

54,384

41224|

Oct-19

EForms ®Undeliverable Mail

33,189

48,691

Nov-19

58,315

42,011

Dec-19

Jan-20

63,740

54,327

32,933 |

Feb-20
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Forms Processing Throughput

Manual Reviews Weekly Compliance %

1 259 187 gl Ii‘« "/_-_'fae.ﬂ

Avg SLA Days \/

.'I'L

[T}
N
!
_I—'_'_‘_

. 0 PR P P, aa ins PP P
8/1/2619 8/1/2815 168/1/2619 11/1/2619 12/1/2619 1/1/2826 2/1/2828
¥ Compliance
Daily Average SLA
By Decision Date
4
LI'J
G: m w r~. — w r~.
E = =
oo z 2
& @ o
| l I I 1 I
D A AR A AT 4B D il l AT A ol
'\'\L{L 'AF'\P ) PP \q%ﬁf \q@ﬁﬁ . ;S-L- .\FLQ‘PL \HL{L Iﬂ:?_\l- 'A|, \q%f . . Q;-L- \-'LL,{L \ﬂb{l- 'ﬂl.Q‘P ."‘Py \q@f \q@# ; Q;-L- \'LL{L »“Lﬂ '“S‘P ) F_\v B "l.. o '»."I- F"
Tt AR L R | - R+ A A LN A AN e\ l;g\.' ot 1\ AT T A LR Bk AR o e L ., \
v _\’\.:'I.-Q) \:‘:I.. Wb J\’\‘L‘,{" NGaNG \,“-.‘:} “J'\.“’ A Al g ) WAl '*b"\:b "p "'I:‘\ - :{\\' - ".\'\.q' '1:\.."; q:.\_'\. ,1:\:\.{47 "L"} AV ALY :\_".
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Call Volumes — English & Spanish

LifeLine Weekly Calls Offered by Language - English & Spanish

14,000

12,000

10,000
=
v
5
‘E 2,000 CA LifeLine -
i Languages
é B SPAMNISH

B EMGLISH

=
5,000
4,000
2,000
09/02  09/09

0916 09/23 09/30 10/07 1014 121 10/28 11/04 mm 1118 11/25 1202 1209 12116 12/23 12730 01/06 01/13 01720 01/27 02/03 0210 02117

Week Start Date (Monday)




Call Volumes — Other Languages

LifeLine Weekly Calls Offered by Language - Other Languages

1,000
— CA& Lifeline -
- Languages
00
b W OTHER
Z T — I VIETNAMESE
o
B TAGALOG
E 500 — I .
= - . W MAMDARIN
5 —
S B . o
400 1 | — —
Hn — . ERER -
—— — — S E—
e 1111 r™Miirrtrrr
- EplE==l — & B --. -
I
I — —
. . . —. . _- _- . - - —. . . 0 - - - - - . . _- B
09/02 09/09 09/16 09/23 09/30 10/07 10/14 10/21 10/28 11/04 111 1118 11425 12/02 12/09 12116 12/23 12/30 01/06 01/13 01/20 01/27 02/03 02/10 0217
Week Start Date (Monday)
CA LifeLine - Languages 09/02 09/09 09416 09723 09430 10707 10/14 10421 10/28 11704 11N 1118 11/25 12702 12709 12116 12723 12/30 01/08 0113 01720 M2z 02/03 02/10 0217
CAMBODIAN 2 4 2 3 4 1 3 4 2 2 3 4 1 2 4 18 3 2 5 7 2
CANTOMESE 253 258 251 172 205 137 123 125 119 17 136 92 76 123 125 128 S0 Be 95 &8 81 e5 138 140 115
HMOMG 1 2 1 1 B 1 3 1 1 3 2 1 2 3 4 4 1
JAPAMESE 10 7 7 8 12 15 6 8 14 12 9 7 & 8 9 8 12 hh 8 2 5 16 29 6 11
KIOREAN 197 181 213 158 162 118 m M B0 &6 &7 49 36 &1 72 66 47 52 73 59 &9 174 166 142 137
LACTIAN 2 2 1 1 1 2 1 1 4 1 2
MANDARIN 111 151 129 11e 110 101 100 123 °5 B0 24 a8 &0 S8 o8 86 53 &0 24 74 &0 S0 136 119 116
TAGALDG 32 18 29 AN 21 20 17 N 21 20 14 28 g 14 10 14 12 14 19 17 b 22 63 10 19
WVIETMNAMESE 225 275 252 221 183 167 134 116 118 125 107 114 &7 125 102 104 78 76 104 103 81 165 130 110 76
OTHER 10 13 25 12 16 2 4 ] ]
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Call Reasons

ApplicationRequest
Other

PolicyQuestion
RemoveFromProgram
RenewalByPhone
RenewalbyPhone
serviceProvider
SPRelatedIssues
statuslpdate

Others

Others ApplicationRequest

StatusUpdate

9% PolicyQuestion

RemoveFromProgram

RenewalByPhone

RenewalbyPhone

SPRelatedlssues

ServiceProvider
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Thank You

Q&A
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APPENDIX - 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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APPENDIX - Denial Code Descriptions

. Decision L

22-15

24-8

6-21

Soft Denial

Hard Denial

Soft Denial

Hard Denial

Hard Denial

Hard Denial

Hard Denial

Correctable Denial

Hard Denial

Renewal
Renewal
Application
Application
Renewal

Application

Application

Renewal

Correctable Denial Application

Renewal

System
System
System
System

System

System

System

Reviewer

Reviewer

System

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

You did not print your initials to certify that no one else in your household is already receiving the discount.

You did not provide documents to demonstrate someone in your household is enrolled in a qualifying public
assistance program.

We do not have evidence that the identity documentation and ID Authentication Form were submitted to us.
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Enroliment by Income or Program

Summary of All Decisions

Eligibility Methed

Submission Type O

R
APPENDIX - Enrollment Eligibility Method - Detall

Eligibility <,
Totals Dap Tvr Mail Web
Income 185,337 23,578 1771 34,498 45,498
Federallncome 64,735 16,468 1122 17,345 26,814
Statelncome 48,6082 7118 6449 17153 15,684
Program 1,869,990 754,975 4,786 149,633 168,648
FOPIR 76 13 1 35 27
HSTO 2088 11 1 187 18
IndAff 98 7 7 76 &
LIHEAP 5,109 21 117 3,364 1,548
Medi-Ca 587,870 355,881 2,588 169,634 119,764
MSLP 2,661 188 31 1,838 1,487
S8 4,787 347 83 2,581 1,787
SMAP 409,774 377,562 1,234 18,781 26,294
551 45,291 16,8949 564 28.500d 13,748
TAMF 63 248 i 32 g
TAMFETC 611 283 1 66 261
VSPEBP 1,427 532 14 543 338
WIC 12,814 5,283 127 556 1,449
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