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Lifeline Eight-Year, Year-over-Year Subscribership & Support Amounts
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Program Metrics for Q1 2020

Variance to
Metric Target 2Q2019 3Q2019 4Q2019 1Q2020 Target Comment
(most recent)
Displays actual disbursements authorized, which
Disbursements $190.5 $254.1 $242.6 $215.2 $198.8 $8.3 L S includes original claims in the previous data month and
Completed ($M) . : . . . : prior revisions received. Updated target based on
1Q2020 projected support forecast.
System 99% 100% 100% 100% 100% +1.00% y 100% uptime in 1Q2020
Uptime (%) : 99% 100% 100% 100% 100% +1.00% 1009% uptime in 102020
The average abandonment rate in 1Q2020 increased to
8%, which is slightly above our target rate as call
Call Center Abandon volumes increased quarter over quarter. The total call
Rate 3% 5% 11% 5% 8% +5.00% P’ volume received increased 29% from DEC19 to MAR20.
USAC is working closely with the BPO in order to better
align resources to the actual number of calls received
to reduce the abandonment rate.

In 1Q2020, six appeals aged greater than 90 days. Four
appeals were partially granted/partially denied, five

Appeals over 90 days aged 0 97 89 101 103 appeals was fully granted, three appeals were fully
denied, and one appeal for a waiver request was
assigned to the FCC.

Appeals Average Age % 384 318 390 444 Lifeline and OGC are continuing to work on the

(CEVA) resolution of open appeals.

Manual eligibility Includes NV applications decided using manual

verification (% of total o o o o documentation review due to failing eligibility

applications w/ manual TED 25% 24% 23% 25% N/A database and/or NLAD checks, created within the
decisions) actuals month. This does not include reverifications.
Real: <6 min 6 min 5min 5min 8 min » Real time |.nclude.s all appllcatlons.rtecelved through the

Average portal during business hours, requiring a manual

ELUE] review. Non-Real time includes all applications

Review Time Non - <48 hr 9.3hr 8.5 hr 6h49m 6ha3m -41h17m o received outside business hours and all mailed in

Real: applications, requiring a manual review.
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The data below includes subscribers who were checked against the new CMS connection. Subscribers who are pending are subject to
document review because they were not passed automatically by checking databases. Reverification activity, including document
requests and de-enrollments, is on hold pursuant to the FCC’s COVID-19 waiver. Note: These figures are subject to change throughout

the reverification process and will not be final until reverification is complete for a launch.

I N R N E RN T

Number of
subscribers in 317,087 52,791 1,017,570 117,226 682,593 1,562,428 1,151,211
Reverification

Qualified 231,683 23,853 768,824 72,488 496,805 1,091,182 653,848
2,087 756 20,417 2T 14,386 293,349 403,448

De-enrolled for

o 38,445 14,748 97,443 14,594 86,718 - -
reverification
Preliminary
Reverification Pass 85% 61% 87% 80% 83% 79% 62%

Rate?

2 Preliminary Reverification Pass Rate takes into account subscribers who have naturally de-enrolled during the process of reverification.
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National Verifier Application Processing

768,790 applications® received from 4Q2019 have been fully processed”. Results are shown below.

. MApproved
Automatically (66%)
Ellglblllty . .:.:;;'nued with Docs
Status Result _
Income or participation Not Approved - Docs
in qualifying programs .., Not Sufficient (5%)

= Not Approved - Docs

Not Provided (24%)
= Qualified
Automatically (49%)
» Qualified with Docs
Overall (T%)
Qualification Not Qualified -
Result " Centifications Not
After Eligibility Status Completed (5%)
Result and Including Not Qualified - Docs
NLAD validations Not Sufficient (6%)
» Mot Qualified - Docs
Not Provided (33%)

3 Application totals include states that have fully launched and soft launched in National Verifier.
4 Fully Processed means that the window to provide any supporting document has closed.
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Lifeline Program Road Ahead
Note: the milestone dates shown here are projected dates and may be subject to change
2020 Today
Milestone Legend
JAN FEB MARCH APRIL IJ‘-M!:" JUNE JUuLyY AUG SEFT ocT NOVY DEC ! com
SamplingfReview of ! OnHold perWeiver | Cversubscribed Address/Potentislly Ineligible Subscribers (Decessed Subscribers [ Phantom Subscribers * 1 rack
Lifefine Program Evelustion 2 2 =
Audits updated (prohibit 275 At disk
Frogramintegrity | JETTIEEDS .5 onison) 1
Lifeline Risk Ass=ssment z
& Risk essessment project kick off
Eligibility decumentation needed for =pecific consumers in recertification™® "a‘t'g:l U:-':ﬂ recertification changes
. im en
Lifaline Syt Est, 0 dys after PRA approval P
Lipdates I 3 154 changes in HLAD implemented
Q1 Milestones Completed
bt ot showent
BPO COVID -19
Open Data f Disburzement Data 2 Open data [ disbursement data completed ’i’:":mn:mﬁwmﬂd'l
Trntelli Create new reports B |new reports based on subscriber data created
Open Data Create new reports 2 Mewi reports based on suspicious activity created
RAD, NLAD, and MV Real-Time Motification Automation Real-time notification awtomertion implement=d
Resresantative RAD Implementation and Enhancements
g??“?ﬁm RAD Required
Continued process improvement, including additional databa=e connections *
National Veriffer ! 0, M. HM and LT CMA re-sszublishments complatad * Inciuding stote ond fedens! connection neqotiation and deve{ooment
- deployed o read) amd CMA ond e hitsh
WO, MC, PR and TH CMA 13-month extensions completed
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