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Housekeeping JmE Aoministrative Co.

- Audioisavailablethroughyourcomputer’s speakers
The audiencewillremainon mute

- Enterquestionsat any time using the “Questions” box

Thereisalargeaudiencesignedin today. Wewill acceptas many questions
aspossible!

. Ifyouraudioorslidesfreeze,restartthewebinar

- Acopyoftheslide deckis in the “Handouts” section of webinar panel
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Today’s Presenters Nam agrorsal Service

Catie Miller Leah Sorini Linnita Hosten
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= Universal Service

National Verifier Reminders CIE A dmi e trative Go

- LoglIn: CheckLifeline.org

- NationalVerifier staging (pre-production)
- Pre-Production Guide
. Reviews: LifelineProgram@usac.org

« Ourusac.orgsiteisbeingupdated andwill beavailable on November 11,2019

Our usac.org landing page will remain the same, but Lifeline links will change
Lifelinesupport.org, The National Verifier and NLAD sites will remain thesame

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 4
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mi
llI: Universal Service
11NE  Administrative Co.

Course Objectives

At the end of the course, you will...

...be able to:

« Navigatethe National Verifier (NV) Provider Portal

y « Assistaconsumerwiththeeligibility application processthrough
the National Verifier (NV) Provider Portal

...understand:

« Aconsumer’soptionsforcheckingtheireligibility

V — * Procedural guidelines (ex. responsibilities service providers have
V - when supporting consumersin checkingtheireligibility /
V — applyingfor Lifeline)

 Theroleofthe Lifeline Support Center, service providers,and
consumersin theeligibility process

« Howtonavigatecommon eligibility scenarios

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Universal Service

COUTSE over"iew Vimm Administrative Co.

01 | Introduction
= EligibilityCheck Overview
= The NationalVerifier (NV) eligibility checkin your state

)

C——

29 02 | Applying for lifeline with assistance from a service provider

= How can a serviceproviderhelp aconsumer apply via the National Verifier
(NV) Provider Portal?
= How can a serviceproviderassistaconsumerin updatingtheiraddress?

= Whataretheservice provider’sresponsibilities?

ol
03 | Summary
= Whatarethekey themes and takeaways?

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar



Section 1: Introduction




gymg .
1 Eimil Universal Service
IntrOdUCtlon 11NE  Administrative Co.

With theintroduction of the NationalVerifier (NV) System, theeligibility check processes
havechanged:

XL The eligibility verification processhas been streamlined.
= The NationalVerifier checks and determinesa
consumer’s Lifelineeligibility.

» Applicantscan checkeligibilitydirectlyvia the National
Verifier (NV) Web Portal, by mail, or with assistance from
a service provider.

Lj@ » Consumerscan checktheirapplicationstatusonline.
They can alsocontacttheLifeline Support Centerto
check their application statusortheirenrollment
status.

It isimportant to note that the National Verifier will provide a centralized location for checking the
eligibility of consumers. Consumers, however, must still be enrolled with a service providerin NLAD to
start receiving Lifeline services.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 8



Eligibility Check - High Level fam g orsal Service

PIME  Administrative Co.

Overall eligibility check process conducted in the National Verifier System:

NV Web Portal - USACNLAD Checks # State/Territory Federal Real Time
Real Time Systems Systems
Individual - Address Matching Public Housing
Eligibility Service (AMS) Assistance
Check - Duplicate (HUD)
Subscriber
Duplicate Address
Under 18

Third Party Identity
Verification (TPIV)

Real Time Data Processing:
Near real-time response on consumer eligibility.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Eligibility Check For Participating States ll."I'.'." Lniversal Service

NV State Data Processing Eligibility Check Response Time Eligibility Check Response Time
System Consumer Found in Federal Database Consumer Not Found in Federal Database
Arizona
Connecticut
Georgia
Kansas
Nebraska Federal Database . :
Nevada Connections Only* Real timeresponse Real timeresponse
(within minutes) (within minutes)
New York
Virginia
Vermont
West Virginia
State/Federal
lowa .
Connection

*USAC is actively working with these statesto create additional automated connections where possible.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance from a SP el versal Service
Process Overview PIME  Administrative Co.

. Review Subscriber %
Applylng SERERNEY Enter Subscriber % Select Qualifying .
Information &

Application Information Program(s)

for Lifeline Submit Application

Consumer Passed
=2 NLAD & State/Fed
Checks

Subscriber %

Qualified
Agreement

5 NLAD Checks &
Real-Time State/Fed Data

Subscriber %

S Called Already Enrolled in
ources Calle
> States Agreement

Lifeline

Consumer Failed
32 Oneor More NLAD
or State/Fed Checks

Subscriber %

Agreement

Documentation
Needed |

Upload Documents Pending Review

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 12



Applying for Lifeline with Assistance from a SP

Start New Application

gymg .
Eimil Universal Service

PIME  Administrative Co.

Lifeline National Verifier

Go To NLAD

Change Your Password in NLAD

Welcome Service Provider Agent

Pending Applications

Displaying 25 of 642 records

Sign Out

Start New Application I—

Search: ‘

Subscriber Name Application ID Application Created 4

PA Person QO7434-19793 08/29/2018 08:06:28

NC PERSON

Q16232-36056 08/29/2018 08:05:15

North Carolina Test

Q68468-36835 08/29/2018 07:59:56
NC PERSON Q61617-19693 08/28/2018 21:36:21
PA Person Q86787-63710 08/28/2018 21:25:41

Service provider representatives can use thesearch functionto find a
consumer’s application. They can search by entering a consumer’s First
Name, Last Name, or ApplicationID.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar

|

Status

Pending Review

More Documentation
Needed

More Documentation
Needed

Pending Review

Pending Review

Failure Reason

tpividentity, Eligibility,
InvalidAddress

tpividentity, Eligibility,
InvalidAddress

tpividentity, Eligibility,
InvalidAddress

tpividentity, Eligibility,
InvalidAddress

Eligibility, InvalidAddress

The representative can starta new application by
clicking the “Start New Application” button on their
home page.

13



Applying for Lifeline with Assistance from a SP g

Eimil Universal Service

. . 1'Imlm ini i
Enter Subscriber’s Information Administrative Co.

The representative will ask the consumer for theirinformation in order to enterit into the required
fields.

Subscriber’s Information

We will use this information to find out if the subscriber qualifies for
the Lifeline Program.

What is their home address?

The address where they will get service. Do not use a P.O. Box.

Street Number and Name Apt, Unit, etc.
What is their full legal name? ‘ ‘ ‘ ‘
The name they use on official documents, like their Social Security Card or State ID. Not a nickname.
First Name Middle Name (Optional) City State Zip Code
‘ ‘ ‘ Choase 4 ‘ ‘ ‘

Last Name Suffix (optional)

Only the consumer’s
legal name can be used “

and not a nickname.

What is their date of birth?

Month  Day Year

MM DD YYYY

What are the last 4 numbers of their Social Security

Number (SSN)?
w What is your Tribal Identification Number?

Give their Tribal Identification Number instead.

Iwant to give my Social Security Number instead

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 14



Applying for Lifeline with Assistance from a SP Em ersal Sarvice
Select Qual|fy|ng Program(s) VIM®  Administrative Co.

The service provider representative will then select all programs that the consumeris already
participatingin that qualify them for Lifeline.

The representative should check

Tell Us Which Program They Are In | theboxnexttoallthe programs

, . _ _ that the consumerisin.
To qualify for Lifeline, we need to know which government assistance

program the subscriber isin. Which tribal specific programs do they have? (Choose one.)

Bureau of Indian Affairs General Assistance

Tribally-Administered Temporary Assistance for Needy Families (TTANF)

Food Distribution Program on Indian Reservations (FDPIR)

Are they in any of these?

Tribal Head Start {only if they qualified for it through their income)

Check all that apply.

D SNAP (Supplemental Nutrition Assistance Program) or Food Stamps

D Medicaid

D Supplemental Security Income (SSl)

Their Child or Dependent's

Information Ifthe Consumer
qualifies for

What is their full legal name?

[ ] Federal Public Housing Assistance I B Lifelineth rough an
D Veterans Pension and Survivor: efit Programs L . el|g| b le Chl ld or
[ ] Tribal Specific Program dependent, the
D They don't participate in one of these programs, and want o qualify through income What is their date of birth? SerVi ceP rOVi d er
D They are not in any of these programs, but their child or dependent 'S(E) ’/ “"‘ E & W| “ aSk the
What are the last 4 numbers of their Social Security Cons u m er fo r thei r
Benefit Qualifying
ot . = Person’s (BQP)
L : information.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 15




Applying for Lifeline with Assistance from a SP g

Eimil Universal Service

Review Subscriber’s Information & Submit Application i Administrative Co.

The service provider representative and consumer have the opportunity to review the
consumer’s information, and can edit it if necessary, prior to submittingthe consumer’s
information.

Review the Subscriber's
Information

Before we check if they qualify for Lifeline, make sure they check and
see that their information is right.

Double check the information below. Beforethe representative can click
| ] “Submit”, they must ask and obtain the
PA Person > ; . .
. consumer’s permission to the agreement
Last4 Numbersof SSN: 1234 Statement.
Address: 123 Fake Street
PRRRSS Eitherthe consumer or service provider

representative can check the consent check
box.

Ask the subscriber to confirm that it is okay for us to
use their information to check if they qualify for
Lifeline.

By checking this box you are consenting that all of the information you are providing may

shared, and retained for the purposes of applying for and/or receiving

m

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance froma SP el versal Service

Review Subscriber’s Information (with BQP)

PIME  Administrative Co.

Note: For subscribers applying through a Benefit Qualifying Person (BQP), the system will ask
both the subscriber and the BQP to verify their legal information and to confirm that it’s ok to use

this information to check for eligibility.

Review the Subscriber's
Information

Before we check if they qualify for Lifeline, make sure they check and
see that their information is right.

Double check the information below.

PA Person 7 Edit
July 12, 1990
1234

Junior Fake

June 12,2017

Cnd/Dependent's Lastd humoers of SSN: - 8889
Address: 123 Fake Street
Gotham, PA 12345

Ask the subscriber to confirm that it is okay for us to
use their information to check if they qualify for
Lifeline.

I:‘ By checking this box you are consenting that all of the infermation you are providing may
be collected, used, shared, and retained for the purpeoses of applying for and/or receiving
the Lifeline program benefit.

I:‘ By checking this box you are consenting that all of the infermation you are providing on
behalf of a qualifying dependent may be collected, used, shared, and retained for the
purposes of applying for and/or receiving the Lifeline program benefit.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance from a SP Ol ersal Service
NLAD Checks & State/Fed Data Sources Called o Administrative Co.

NV will make thefollowing verifications:

-  NLAD checks:

Verify a consumer’s address through AMS
Loading ...

This may take a few minutes. Please wait.

Verify if a consumeris already enrolled or if
someone at theiraddress is already enrolled

“ - Verify a consumer’s identity through TPIV

- FederalDataSources
HUD
Medicaid

. StateDatasources

All available state data sources

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 18



Applying for Lifeline with Assistance from a SP il versal Service

System Errors

PIME  Administrative Co.

Review the Subscriber’s
Information

see that their information is right.

() There Was aProblem
Come back later and try again. This is not a problem with your computer or internet connection. We are
working tofix it as fast as possible.

If youneedhelp right now, you can call Lifeline Customer Service at 1-800 - oo

Double check the information below.

Before we check if they qualify for Lifeline, make sure they check and

Full Legal Najme:

©1234
| 123 Fake Street
Gotham, PA 12345

PA Person i
|
: July 12,1990

Ask the subscriber t& confirm that it is okay for us to

If thereis a system errorin
connectingto the databases, the
error message on this screen will be
displayed to service provider
representatives.

They can help the consumer check
theireligibility at a later time, or
contact the Lifeline Support Center
forimmediate assistance.

uT{e their information to check if they qualify for
i

Lifeline
(D There Was a Problem
V| Byche
pm\{"# Come back later and try again. This is not a problem with your computer or internet connection. We
applyi
are working to fix it as fast as possible.
< |Back If you need help right now, you can call Lifeline Customer Service at 1-877-524-1325

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance from a SP
Subscriber’s Agreement

Eimil Universal Service
11NE  Administrative Co.

Next, the consumer’s agreement page will show. The representativemust instruct the
consumer to read and initial next to the following consent statements:

W

Subscriber's Agreement

Please have the subscriber initial next to each statement and sign this

form to finish the process.

| agree, under penalty of perjury, to the following
statements:

Initial

Initial

PP

Initial

‘PP

Initial I know that my household can only get one Lifeline benefit and, 10 the

best of my knowledge, my housenold is not getting more than one Lifeline

PP

benefit

Initial

PP

Initial

PP

Initial

‘P_D

Initial

PP

Initial

PP

All the answers and agreements that | provided on this form are true
and correct 1o the best of my knowledge.

I know that willingly giving false or fraudulent information to get
Lifeline Program benefits is punishable by law and can resuitin fines, jai

time, de-enrollment, or being barred from the program

service provider may have to check whether | still qualify at any time. If 1
need to recertify (renew) my Lifeline benefit, | understand that | have to
respond by the deadline or ! will be removed from the Lifeline Program and

my Lifeline benefit will stop.

The representative cannot certify and consent on the subscriber’s behalf.
The subscriber can only enter the two initials of their Firstand Last Name.

The benefit recipient must be the one to initial with their initials, even when applying through a Benefit
Qualifying Person (BQP).

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance from a SP em el Service
Subscriber’s Agreement Y1mE  Administrative Co.

Mbsajbers SiEngiiIe After the consumer initials next to the
- individual consent statements, they
must write their name in order to
signthe Application Form. Their
typed name willactasane-

m signature.

P4 Persoi]

./ understand this is a digital signature, and is the same as if | signed my name with a pen.

Subscriber's Signature

Enteryourfirst and last name (the same as you gave us before) below

The system will limitthe subscriber
to entertheir Firstand Last Name.
Otherwise, the system will display an
error message.

You must sign your first and last name. Do not include your middle name and suffix, if you have them.

| understand this is a digital signature, and is the same as if | signed my name with a pen.

@ It is critical that the consumer understands and consentsto the information on this tab.A
person assisting a consumer to submit their Application Form cannot initial or enter
the e-signature for the consumer.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance from a SP WO iversal Service
Eligibility Statuses iy | Administrative Co

After submitting the application, the subscriber’s application will receive one of four eligibility
statuses:

([ Qualified ) |:> Consumer passed all NLAD & state validationsand is
eligible for Lifeline

Y 4 .
Already Enrolled in Lifeline |:> Consumer record was found in state or federal data

source and is already receiving a Lifeline Benefit

Consumer must upload documentation to dispute
failures

) 4
More Documentation Needed* |:>
- J

Pending Review** |:> [ Consumer’s documents are being reviewed,;

application status will update in real-time

—

*Note: Consumers who receive a status of More Documentation Needed will be directed to dispute failures before proceeding to the
Subscriber’s Agreement

“*Note: Consumers will only receive a status of Pending Review once they have uploaded documents to dispute failures

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance from a SP em el Service
Consumer Passed NLAD & State/Fed Checks | Administrative Co.

The consumer will receive an eligibility status of “Qualified” if they passed all NLAD and State/Fed
data source checks.

Eligibility Status: “Qualified”

They Qualify for Lifeline Once the service provider representative
' finishes assisting the consumer with checking

You can enroll PA Person in the Lifeline their eligibility, the representative will see a
Program message indicating the consumer’s eligibility
Next Steps status.
e oo e e esusseToe D The representative can then proceed to

- enroll the consumer in NLAD. The consumer

e will need to enrollvia NLAD within 90 days or

Gotham, PA 12345

their “Qualified” eligibility result will expire.

Apolication ID: Q12230-29511

Need help? Call USAC at 1-877-524-1325

Return to Your Account Qualify Another Person l Go to NLAD

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance froma SP Ol ersal Service
Consumer Failed One or More NLAD or State/Fed Checks i7" Administrative Ce

Eligibility Status: “Already Enrolled in Lifeline”

Our Records Show That The Transfer their benefit.

If they want to transfer their Lifeline benefit to your company, you can log into NLAD and use the

S U bSC rl ber Al rea dy H aS Llfe l | n e Transfer Lifeling Benefit feature to enroll the subscriberwith your company.

Or they can find a new company using the st of pnone or intemst companies near them and asktnemto

=}

If they don't have a Lifeline benefit now, they had one in the past and
are still in our system.

Transier tneir service.

Let them know that these are their options:
If the consumer thinks this is fraud, they should call USAC.

Stay with their current Company _ - ) - _ B
fthey think this message iswrong, they should call Lifeline Customer Service at 1-877-524-1325. For
They do notneed 1o do anything else nere. Butif tney updated their address, they must notify their phone zwamole:
or internet company of their new address within 30 days. - . . . R .
v [fthey never had 5 Lifeline benefit and think someone else is using thelr information.

v [fthey thinkthey already cancelled their benefin

Restart their service or cancel their benefit.

If they need to restart their service or want to cancel their benefit, they nesd 1o contacithercurrent

onone or intemet company

If they don't know what company is giving them service, tney can log in 1o the Lifeline National Verifier

consumer portal or call Lifeline Customer Service at 1-877-524-1325

If the consumer received this eligibility failureand would like to transfer their
benefit, they areableto do so with their chosen new service provider.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 24



Applying for Lifeline with Assistance froma SP M ersal Service
Consumer Failed One or More NLAD or State/Fed Checks i7" Administrative Ce

Eligibility Status: “More Documentation Needed”

If the Consumer receives a eligibility status of More Documentation Needed, they must upload
documentation to dispute any of the following errors they may have received. For most of the
following errors, the Lifeline Support Center will conduct a manual review of the submitted
documentation.

4 )

\ AMS (Address Matching Service Error) | I:> \ Address validation |
: Duplicate Address |:> Duplicate address flow
r Under 18 |:> Proof of emancipated minor status |
: TPIV (Identity Verification Error) |:> Proof of identity ]
Program Eligibility | |:> r Proof of program/income eligibility

Note: A consumer can ask a service provider to help them submit documentation via their service
provider NV Web Portal account.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 5



Applying for Lifeline with Assistance from a SP W real Service
UplOad Documents 1ImE  Administrative Co.

If the consumeris notfound in the applicable data source, the following screen will display.

We Could Not Confirm That They
Are in One of These Programs

To qualify for Lifeline, the subscriber needs to give us more

information.
T e T e R e TR e Service providers will see this screen, which
They will need to show proof that they are in the program they choose. StateS that more info rm atio n iS need ed fro m

Choose one.

the consumer.

() SNAP (Supplemental Nutrition Assistance Program) or Food Stamps

() Medicaid

O suppicmenta scurtyncome (5] If the consumeris notfound in thereal time
T data source, they will need to choose a

(O et spaccsrogram(onchocs ey o st qualifying program and upload

@ T T S e L S e S S corresponding documents.

&

() They are not in any of these programs, but their child or dependent is in one of these programs
(O]

They will have 45 days to provide more documents so we can determine whether they qualify for Lifeline. If
we don't receive this information by 12/10/2018, they will need to come back to this site and fill this form out

again.

m

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 26




Applying for Lifeline with Assistance from a SP Wil versal service
Pending Review 11m®  Administrative Co.

Once the consumer has submitted documentation for review, the following screen will display.

We Are Checki ng Their Documents In the NV Provider Portal, the application
status will appear as “Pending Review”

We need to check their documents to make sure they qualify. When until the Lifeline Support Center

we finish, the status on your account dashboard will change. . Pp_ ) .

representative has finished their review

This will take a few minutes. and has updated the consumer’s status.

e e e e | Forapplications that require more

Gheine. R documentation, subscribers will have 45

days to submit documentation from the

If they qualify... If they do not qualify... date of the initial application

You will have 90 days to =nro/| NCPerson We'll ask for more information or tell you what to do . . . .

NLAD. ’ naxt. You will have until 12/9/2018 (Based on US OtherWISe, anew appllcatlon Wl“ need to
ffsmtfliilie) ‘..3_5:’:_-;:”:_.3 the information or be Sta I’ted .
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Applying for Lifeline with Assistance froma SP g

Eimil Universal Service

° ° . . . .
ReSOlve Appl|Cat|On Errors 'in Administrative Co.

Service providers can see the status of a consumer application on theirhome page:

Lifeline National Verifier

Go To NLAD

Change Your Password in NLAD

Sign Out

Welcome Service Provider Agent

Pending Applications

Displaying 25 of 642 records Search: ‘ O\ ‘
Subscriber Name Application ID Application Created 4 Status Failure Reason
. . tpividentity, Eligibility,
PA Person (97434-19793 08/29/2018 08:06:28 Pending Review pividentity, EHEIDItLY,

InvalidAddress

NC PERSON v e More Documentation tpividentity, Eligibility,
Q16232-36056 08/29/2018 08:05:15 Needed InvalidAddress

North Carolina Test o More Documentation tpividentity, Eligibility,
Q68468-36835 08/29/2018 07:59:56 Needed invalidAddress

NC PERSON Q61617-19693 08/28/2018 21:36:21 Pending Batch Decision tpividentity, Eligibility,

InvalidAddress

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Step , Character (s)

System |

Applying for Lifeline with Assistance from a SP

Journey Map - Successful Application

3

_ Universal Service
11NE  Administrative Co.

Consumers can checktheir eligibility through multiple methods, including a service provider
assist them in their application through an NV Web Portal service provider account.

Taylor, Chris,
Consumer  SPRep
Taylor visits a
service
provider’s store.

Chris,aSP
representative,
visits his NV
Provider Portal
account, and
logs in with his
own credentials.

Chris,
SP Rep

Taylor,
Consumer

Chris startsa new
Application Form
by asking Taylor
each of the form’s
questions before
filling in her
information. This
consumer
information will
be used to check
her eligibility.

NV Web Portal
N\ J

\ NV Web Portalj

Taylor,
Consumer

She selects the
qualifying program(s)
she participatesin. Chris
and Taylorreview the
Application Form.
Chris directs Taylor to
check the box to indicate
thatshe understands
that herinformation
will be used to check
her eligibility.

Taylor,
Consumer

Taylor reads and
initialsthe consent
and certification
statements. Taylor
then e-signs to finish
the process.

* Note: Service
providers cannot
complete the self -
certification on behalf
of consumers.

\ NV Web Portal /

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Taylor, Chris,
Consumer  SP Rep

Tayloris notified
thatshe iseligible
for Lifeline and can
enroll with Chris,
who will then do so
via NLAD.*

\ NV Web Portal /

NLAD

NV Web Portal &
N\ %
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Applying for Lifeline via the NV Web Portal T A
CheCk Status VIME  Administrative Co.

If a consumer needs tosubmitdocumentationandis waiting for an updated status
fromthe Lifeline Support Center, the service provider can help a consumer check
the status of a Lifeline application throughthe NV Provider Portal accountor by

callingtheLifelineSupportCenter.

Lifeline Support Center
1-800-234-9473

N4
Mon-Sun

9:00 AMto 9:00 PM ET

If a consumer has provided an email address, they willbe contacted by emailwhen
thereareanychangestotheirapplication. If noemailhas been provided, the
consumer will be contacted by mail.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar 30



Applying for Lifeline with Assistance froma SP L

Eimil Universal Service

11Hm imi :
Update a Consumer’s Address Administrative Co.

Service Providers can assist consumers in updating their addressvia the National Verifier web
portal, if necessary. Service providers should initiate the address update processin NLAD.

Subscriber’s Information

We will use this information to find out if the subscriber qualifies for

Consumers may select “UpdateYour Address” onthe

the Lifeline Program. Enter the . o .
’ Consumer Landing Page to start a new application with
consumer s new o

S dd their new address.
What is their home address? clofelEe
The address where they will get service. Do not use a P.O. Box. Lifeline National Verifier
Street Number and Name Apt, Unit, etc.
| N | Welcome Lifeline Subscriber

Lifeline is & federa! program that lowers the cost of phaone orinternst services,

City State Zip Code
‘ ‘ ‘ choose ‘ ‘ ‘ My Applications

2ally spp nz from the lsst 180 days. You can start & new spplicstion

Return to Application

“ Application 1D Application Created Expiration Date Status

Please zelect "Apply or Transfer Your Service™ to qualify for Lifeline.

. : : H Apply or Transfer Your Update Your Address Find a Company Near Me
Note: The consumer will automatically receive ppye AT
an address error because NLAD will not cor

recognize their new address.

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Applying for Lifeline with Assistance froma SP L

Eimil Universal Service

11Hm imi :
Update a Consumer’s Address Administrative Co.

Once the consumer confirms their new address, they will be directed to the Address Confirmation
Page, notifyingthem that their new address was successfully saved.

Their Address Qualifies For Lifeline

P L7 If they just wanted to update their address:

notify their m Notify their current company.

current provider
if their address They do notneed to do anything else here. But they must notify their phone or internet company of
has changed their new address within 20 days.

If they want to reapply or transfer their benefit:
m Continue with this application.

Ifthey want to reapply to Lifeline or transfer their Lifeline benefit to another company, select Next to
continue with their application.

Return to Dashboard

4

Consumers may continue with
theirapplication if they have
remainingerrorsto resolve

© 2019 Universal Service Administrative Co. | Lifeline Program Webinar
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Eimil Universal Service

1ImE  Administrative Co.

Applying for Lifeline with Assistance from a SP
Update a Consumer’s Address

Consumers will only see the Address Confirmation Page if they are a duplicate subscriber and have

certain error combinations:

Start a New
Application

Enter
Subscriber’s
Information with
New Address

Select Qualifying

Program(s)

Review & Submit
Application

Duplicate
Subscriber & No
Other Errors

Address
Confirmation
Page

Subscriber’s
Agreement

v

Subscriber’s
Agreement

Duplicate
Subscriber Page

Pending Batch
Decision Page

Duplicate
Subscriber & Only
Address Errors

Address Error
Pages

Batchj

. Address
Subscriber’s 4 i
Confirmation
Agreement
Page

Duplicate
Subscriber Page

Subscriber’s
Agreement

Pending Batch
Decision Page
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Pending Review

Duplicate
Subscriber & Only

Non-Address
Errors

Address
Confirmation
Page

4

Non-Address
Errors

Subscriber’s
Agreement

Pending Batch
Page Decision Page

Pending Review
Page

Duplicate
Subscriber &
Address + Non-
Address Errors

Address Error
Pages

Address
Confirmation
Page

Non-Address
Errors

Subscriber’s
Agreement

Non-Duplicate
Subscriber

Normal Error Flow

Pending Batch

Decision Page
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Applying for Lifeline with Assistance from a SP

Service Provider Responsibilities

Service providers may assist consumers in checkingtheir eligibility through the National Verifier.

Service providers are able to aid consumers by:

©

OO O

©

Helping consumers understand their
responsibilities as a Lifeline benefit
recipient

Providing instructionsand guidance

Helping consumers update their address
if necessary

Providing consumers with a means to use
the NV Web Portal to complete an
application and / or check the status of
their eligibility check with their own
consumer account

Assisting consumersin their application
through the service provider
representative’s own NV Web Portal
account as long asthe consumeris
presentin person to give their consent on
the certification and consent fields, and
provides their e-signature
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Service providers are unable to aid consumers by:

X

X X X X

Entering a consumer’s information without
their consent

Signing a consumer’s consent and
certification statements

Submitting false documentation and
information on the consumer’s behalf

Claiming to verify a consumer’s eligibility
and promising the consumer the Lifeline
benefit prior to verification

Writing down, copying, or saving the
consumer’s Pl
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Section 3: Summary
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In this section, you have learned:

A service provider representative can use their existing NLAD credentials in orderto
access the NV Web Portal.

- Someofthe participating states will use real-time data systems, which meansthat a
consumer application can have near real-time response on a consumer’s eligibility.

- Aservice provider representative can assist a consumer submit their Application Formvia
their own NV Provider Portal account.

- If necessary, a service provider can help the consumer to submit more documentation to
verify their eligibility depending on their error type.

- Aservice provider is also able to provide consumers withinformation and guidance to
apply for Lifeline, and help consumers understand their responsibilities as Lifeline benefit
recipients.

- Aservice provider cannot sigh a consumer’s consent and certificationstatements on the
consumer’s behalf.
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Questions?



Looking Ahead




Looking Ahead:
National Verifier Training and Support

Trainings for October 2019 Launch: Office Hours for October2019 Launch:

November 14,2019: Correcting - November12: Open Form for

Eligibility Errors Service Providers

November 19: Using NV Staging
Environment

November 21: Using NV without
SP Portal

Register here
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https://www.usac.org/li/tools/national-verifier/training-and-support.aspx
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Thank You!

Thank you for joining us!

- Ifyoureceived thiswebinarstraininginvitation from anothermember of your team
or know of otherswho should receive traininginvitations pleaseemailus at
LifelineProgram@usac.org to be added to the National Verifier training and
outreachlist for thesestates.

Sign up for Lifeline Program email updates and upcoming events
Visitusac.org/liand click “Subscribe” inthe upperrighthand corner
Need help? Contact us!

General: LifelineSupport@usac.org
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