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• Program Participation* 

▪ Wireless: 1,142,710

▪ Wireline: 244,031

▪ Total: 1,386,741

» 2,026,926 End of April

▪ Number of Subscribers removed in May due to non-usage: 679,050 

• * As of May 27, 2021

Executive Summary
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• California Lifeline Program Support

▪ Pandemic Consumer Protection Measures

• Renewal date suspension through 06/30/2021

▪ Weekly Service Provider Meetings

• The goal of these meetings is to provide service providers with updates regarding TPA process changes and obtain 

service provider feedback

▪ 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

▪ Monthly meetings with representatives of USAC

• The goal of these meetings is to align on matters which impact the Lifeline program

Executive Summary



4
Version 4 2015.000269.01

• Key TPA Initiatives

▪ Preparation for Renewal Resumption (July 1 or later)

• Increase Call Center Staffing

• Perform Systems Stress Testing

• Redistribute Anniversary Dates

• Weekly meetings with CPUC

Executive Summary
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• Wireless:  Response & Approval Rates – Application & Renewal Forms

• Wireline:  Response & Approval Rates – Application & Renewal Forms

• Top 5 Denials Codes by New Applications and Renewals

• Program Participation – Enrolled, Approved, & Transferred Customers

• Participation by Service Provider (Top 5)

• Enrollment Eligibility Method

• Enrollment Channel and Eligibility Method

• Form Processing Throughput

• Call Volumes – English & Spanish

• Call Volumes – Other Languages

• Call Reasons

Reports Appendix: Rolling 12 Month Period (June 2020 – May 2021)
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Wireless:  Response & Approval Rates – Application & Renewal Forms
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Wireline:  Response & Approval Rates – Application & Renewal Forms
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Top 5 Denials Codes by New Applications and Renewals
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Program Participation – Enrolled, Approved, & Transferred Customers
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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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Form Processing Throughput

Manual Form Reviews – By Type 

and Month
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Call Volumes – English & Spanish
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Call Volumes – Other Languages
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Call Reasons


