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DISCLAIMER
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To accommodate all attendees, real-time closed captions will be present 
during this presentation. This is a new feature we are testing out to 
improve webinar accessibility for all. We understand it is a significant 
change and appreciate your patience. We apologize in advance for any 
transcription errors or distractions. Thank you for your support. 
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• Audio is available through your computer’s speakers

• The audience will remain on mute

• Enter questions at any time using the “Questions” box

• If your audio or slides freeze, restart the webinar

• A copy of today’s presentation is available in the handouts section

Housekeeping
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Meet Our Team

Elizabeth Dewey
Communications Specialist| Lifeline

Melissa Holo
Director | Lifeline
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• Working with Consumers

• NLAD & National Verifier
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Agenda
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Introduction
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Affordable Connectivity Program (ACP)
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Eligible households can receive: 

Device Discount
A one-time discount of up to $100 
for a laptop, desktop computer, 
or tablet (consumer co-pay of 
$10-$50 required)

$75 Tribal Discount
Up to $75/month discount for 
broadband services for 
households on qualifying Tribal 
lands

$30 Standard Discount
Up to $30/month discount for 
broadband services

The Affordable Connectivity Program (ACP) is a Federal Communications Commission (FCC) 
benefit program that helps low-income households pay for broadband service and connected 
internet devices

ACP benefit is limited to one monthly service discount and one device discount per household
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• The National Verifier is a centralized application system that makes eligibility determinations 
for the ACP
• Service providers can use the National Verifier service provider portal with consumers in 

person or direct consumers to the online portal (or paper process)
• Existing Lifeline subscribers can contact a service provider to request ACP service

• They do not need to complete a separate ACP application, except in certain circumstances 
(e.g., to resolve duplicate address errors)

• Service providers that have an FCC-approved alternative eligibility process are not required to 
use the National Verifier

• After qualifying for ACP, service providers must enter a consumer in the National Lifeline 
Accountability Database (NLAD) to enroll them in the ACP

National Verifier Overview
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Application Process 
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Option 1:
Apply Online

• The consumer visits 
ACPbenefit.org from any 
computer or mobile device to 
complete the electronic 
application and upload any 
required documentation

• If approved, the consumer 
contacts a participating 
service provider to enroll in 
ACP

Option 2:
Apply by Mail

• The consumer fills out and 
signs the ACP Application Form

• The consumer mails the 
application and supporting 
documentation to the ACP 
Support Center

• Service providers may assist 
consumers with the paper 
application and mail it on the 
consumer’s behalf

Option 3: 
Apply with a Service Provider

• The consumer may apply with the 
assistance of a service provider

• Service providers may submit an online 
application on the consumer’s behalf 
(only with the consumer’s consent) using 
the National Verifier service provider 
portal

• This is an in-person interaction, 
where the service provider asks the 
consumer questions in an interview 
style approach

• The consumer must sign and certify 
the application

• Consumers may also apply through the 
service provider’s website, if the service 
provider has elected to use the National 
Verifier API 

https://acpbenefit.org/


Available for Public Use

Online Application
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Online Application
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• Service providers access the 
National Verifier through 
USAC’s One Portal system

• Consumers will visit 
ACPbenefit.org to apply online

https://forms.universalservice.org/portal/login
https://acpbenefit.org/
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The process for creating applications in the service provider portal is: 

Online Application 
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2 3

45

Sign into your service 
provider account on the 

National Verifier 
homepage

Start a new application in 
the service provider portal 

Enter the subscriber’s 
information (name, date 
of birth, SSN4 (optional 

but encouraged for faster 
processing), and address)

Select the subscriber’s 
qualifying program(s)

Review the subscriber’s 
information

6
Ask the subscriber to 
initial and e-sign the 

Subscriber’s Agreement

1
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Online Application
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• Service providers should 
select “Sign in as a 
Service Provider” from 
the National Verifier 
landing page



Available for Public Use

Online Application
Account Sign-In
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• Service provider representatives 
should not allow their browsers 
to store their National Verifier 
Service Provider portal username 
and password 

• They must enter their username 
and password each time they log 
in
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Online Application
Dashboard
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Online Application
Subscriber Information (1 of 4)
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Online Application
Subscriber Information (2 of 4)
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Online Application
Subscriber Information (3 of 4)
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Online Application
Subscriber Information (4 of 4)
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Online Application
Tell Us Which Program
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Online Application
Benefit Qualifying Person

Note: This option must be selected on the “Tell 
Us Which Program They Are In” page
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Online Application
Consumer’s Consent 
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Online Application
Certifications
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Online Application
Qualified Status Page
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Check Application Status
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Check Application Status
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Once a service provider has assisted a consumer in submitting an application, the service provider will be 
able to see all pending applications they have submitted.

Note: If an application is in “More Documentation Needed” status, service provider representatives must select “Start ACP 
Application” and re-enter the consumer’s PII to retrieve the current application. 
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Questions?

Questions?
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Correct Errors
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Correct Errors
• If a consumer requests assistance from a service provider representative to correct errors or upload 

documentation, the service provider can help via their National Verifier service provider portal account

• The representative will need to click “Start ACP Application” and follow the same steps as when creating 
a new application to then enter the consumer’s PII and retrieve the consumer’s application errors
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Correct Errors
Address
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Correct Errors
Duplicate Address (1 of 2)
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Correct Errors
Duplicate Address (2 of 2)
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Correct Errors
Consumer Under 18
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Correct Errors
Identity
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Correct Errors
Eligibility Program
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Correct Errors
Certifications
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• If the documentation is 
submitted during ACP Support 
Center business hours (9am -
9pm ET, daily), the consumer 
will be redirected to the page 
here

• This page will update once the 
consumer’s documentation is 
reviewed

37

Correct Errors
Submit Documentation
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When submitting documents as a part of the document submission process, consumers 
and service provider representatives should be mindful of document file restrictions

Correct Errors
Submit Documentation

• .JPG

• .JPEG

• .PNG

• .PDF

• .GIF 

File Size:
Files must also be 10MB or smaller in size. 

Accepted file types:

38
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When submitting documents as a part of the document submission process, consumers 
and service provider representatives should be mindful of document file restrictions

Correct Errors
Submit Documentation

If a document is not of an acceptable file type or size, the system will display an error message  
39
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Correct Errors
Successful Resolution

40
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Paper Application
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• Consumers must complete all sections of the 
application (excluding page 8)

• Write clearly, using black ink and capital 
letters

• Consumers must initial the certifications and 
sign the form themselves

• Find the application at ACPbenefit.org
• Service providers can supply copies of the 

paper form

• Consumers may request a paper application 
by calling the ACP Support Center

42

Paper Application

https://acpbenefit.org/
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Paper Application

• Service providers can collect and mail the paper application for consumers

• Include copies of eligibility and identity documents as well as the Household Worksheet 
to reduce processing time

• The Household Worksheet and information on what documentation is needed to resolve specific 
errors can be found at ACPbenefit.org

• Service providers cannot enter information from paper application into the National 
Verifier service provider portal

43

https://acpbenefit.org/wp-content/uploads/lifeline/images/ACP-Household-Worksheet-English.pdf
https://acpbenefit.org/
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Paper Application

• Once the consumer mails in their documents and the information is received, the ACP 
Support Center will conduct a manual review and update the consumer’s eligibility 
decision

• Consumer will be contacted via email (if an email address was provided) or by mail

44
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Questions?

Questions?
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Working with Consumers
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Working with Consumers

Service Providers are responsible for keeping consumer information safe:

• Consumer documentation will likely contain sensitive personally identifiable 
information (PII)

• Service providers must prioritize the protection of this information

Note: The National Verifier will retain the necessary consumer information in its records

47
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Working with Consumers

Service provider representatives 
are able to aid consumers by: 

Service provider representatives are 
unable to aid consumers by: 

Providing instructions and guidance 
on documentation required to 
address application errors

Submitting consumer documents 
on the consumer’s behalf via the 
National Verifier Service Provider 
Portal

Directly using a National Verifier 
Consumer Portal account or asking 
for a consumer’s credentials

Submitting documentation without 
the consumer’s consent

Initialing the consent statements or 
signing the e-signature on behalf of 
the consumer

Submitting false documentation or 
information

Allowing the service provider 
browsers to store National Verifier 
Consumer Portal credentials

48
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NLAD and National Verifier
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• Before a service provider enrolls a new subscriber in the ACP, NLAD will prompt the 
service provider to confirm that the consumer has been found eligible using the 
National Verifier (or an approved alternative verification process or that they are an 
existing Lifeline subscriber)

• Once the consumer is approved by the National Verifier, the service provider can 
enroll them in NLAD 

• Consumers must be enrolled in NLAD for service providers to claim reimbursement in 
the ACP

NLAD & National Verifier

50
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Questions?

Questions?
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Stay Informed about the ACP

• For service providers:
• Visit USAC.org to follow ACP updates

• Sign up for the USAC ACP Outreach List to:

• Receive ACP email updates

• Learn about ACP trainings

• March 24 – Getting Started with NLAD

• Visit https://www.fcc.gov/affordable-connectivity-program for information about the 
provider application process

• For consumers:
• Visit ACPbenefit.org to find consumer information and resources

52

https://www.usac.org/about/affordable-connectivity-program/
https://fe391570756406797d1477.pub.s10.sfmc-content.com/3n2usens2cz
https://www.usac.org/about/affordable-connectivity-program/affordable-connectivity-program-learn/
https://www.fcc.gov/emergency-broadband-benefit-program
https://www.fcc.gov/emergency-broadband-benefit-program
http://acpbenefit.org/
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Thank You!
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