TIMELINE FOR PROCESSING LIFELINE QUALIFICATIONS
QUALIFICATION PROCESS 
New LifeLine Customers (Application) 
Form Mailing and Return 
· 5 days from receipt of customer data records from carriers, the California LifeLine Administrator sends a partially completed Application Form to each LifeLine applicant and notifies the customer that the form has been sent.  
· If the Application Form is not returned within 21 days of mailing, the California LifeLine Administrator sends two reminders to the customer.   

· 44 days for each customer to return the completed Application Form to the California LifeLine Administrator.  

· If the Application Form is not returned within 44 days, the California LifeLine Administrator allows an 8 day grace period for late receipt of the Application Form.  

Applicant Response Processing 
· 7 days for the California LifeLine Administrator to:   

· finalize review; 

· send letters of qualification or disqualification to customers; and  

· send list of qualified and disqualified customers to carriers for appropriate billing. 

· 21 days for disqualified customers to respond to the California LifeLine Administrator.  

· 7 days for the California LifeLine Administrator to:  

· finalize customers’ appeals; 

· send letters of qualification or disqualification to customers;   

· send list of re-qualified customers to carriers for conversion back to LifeLine services from the original LifeLine service date. 

· 15 days for disqualified customers to complain/appeal to the CPUC.  

Existing LifeLine Customers (Renewal) 
Form Mailing and Return 
· 105 days prior to each customer’s anniversary date, the California LifeLine Administrator sends the LifeLine customer a Renewal Form and notifies the customer that the form has been sent. 

· If the Renewal Form is not returned within 21 days of mailing, the California LifeLine Administrator sends a reminder to the customer. 

· A completed Renewal Form from each customer is due to the California LifeLine Administrator 44 days after the form was mailed to customers.

· If Renewal Form is not returned by the due date, the California LifeLine Administrator sends customer a soft denial letter and a 2nd Renewal Form.

· 21 days for the customer to return the 2nd Renewal Form to the California LifeLine Administrator.

Customer Response Processing 
· 7 days for the California LifeLine Administrator to:  

· finalize review; 

· 
· flag disqualified customers for possible 2nd review and final determination; 

· 
· 21 days for disqualified customers to respond to the California LifeLine Administrator. 

· 7 days for the California LifeLine Administrator to:  

· finalize customers’ appeals; 

· 
· 
· For service re-grade, rate change should begin in the next bill rendered to customers after notification from the California LifeLine Administrator. 
· 1 day prior to the anniversary date the California LifeLine Administrator will:
· Send letters of qualification or disqualification to customers, and;
· Send list of qualified and disqualified customers to carriers for appropriate billing (after the 2nd review)
· 15 days for disqualified customers to complain/appeal to the CPUC. 
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