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Re: 2017 Annual Lifeline Data Request (Global C01U1ection Inc. of America) 
CONFIDENTIAL TREATMENT REQUESTED 

To Whom lt May Concern: 
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Global Connection lnc. of America (herein "Global") hereby files an original and two (2) redacted 
copies of its responses to the 2017 Annual Lifel ine Data Request. 

Global hereby requests confidential treatment of certain information identified herein 
(Exhibits A) pursuant to Section 364. 183, Florida Statutes, and Rule 25-22.006, Florida Administrative 
Code. A confidential copy of the responses is attached hereto in a separate, sealed envelope. 

If you have any questions or need additional information, please do not hesitate to contact me at 
678-672-2831 or etc@telccomcounsel.com. Thank you for your attention to this matter. 

COM __ _ Victoria Mruiin, Regu atory Specialist 
Lance J.M. Steinhart, P.C. AFD 
Attorneys for Global Connection Inc. of America 
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LIFELINE DATA REQUEST 2017 

To assist the Florida Public Service Commission (FPSC) in the development of our Annual Lifeline 
Report, staff requests that you provide responses to the following data request by July 31, 
2017. Thi s report is prepared for the Governor, President of the Senate, and Speaker of the House of 
Representatives on the Lifeline program as required by Chapter 364.10, Florida Statutes. Your 
response should include your company name, contact person, and email address. 

For items t through 8, please provide the data for the fiscal year July 1, 2016, through June 
30, 2017. 

For those items requesting that the data be reported on a monthly basis, provide the 
appropriate number as of the last day of each month during the review period. 

1. The number of residential access lines in service each month. 

Response: See CONFIDENTIAL Exhibit A. 

2. The number of customers participating in Lifel ine each month. Note: Do not include 
customers receiving Lifeline through the Transitional Lifeline provision. 

Response: See CONFIDENTIAL Exhibit A. 

3. The amount of Lifeline cred it provided to Lifel ine customers on a monthly billing. 

Response: $9.25 federal Lifeline subsidy per customer per month, plus a $3.50 
Company provided credit. 

4. The number of customers denied Lifeline service. IdentifY the reason(s) customers were 
denied Lifeline (i.e. customer currently receiving Lifeline, inability to veri fy 
participation in a qualifying program, past due balance, other reasons not listed). 

Response: See CONFIDENTIAL Exhibit A. All denials were due to Customer 
una ble to demonstrate Program E ligibility. 

5. The number of Lifeline customers added each month. Note: Do not include customers 
receiving Lifeline through the Transitional Lifeline provision. 

Response: See CONFIDENTIAL Exhibit A. 

6. The number of customers removed from Lifeline each month. Note: Do not include 
Life line customers moved to Transitional Lifeline. 

Response: See CONFIDENTIAL Exhibit A. 

7. The number of customers participating in Transitional Lifeline each month. 

Response: Sec CONFIDENTIAL Exhibit A. 

8. The number of customers participating in Lifeline under the Tribal Lands prov ision each 
month. 

Response: See CONFIDENTIAL Exhibit A. 



Life line Data Request 20 17 
July 18, 2017 

9. Description of your company's procedures for enrolling customers in the Li fe line 
program. Include the fo llowing in your response: 

a. Procedures used to process applications received from the Office of Public 
Counsel. 

b. Procedures used to process appli cations received directly from customers . 

c. Procedures used to process appli cations received through the PSC on-line 
process. 

d. Procedures used to process applications received through the Department of 
Children and Families coordi nated enrollment p rocess. 

e. The amount of time required to process applications. 
between receipt of customer application and the billing 
provid ing the cred it. 

Include time period 
date of the first bi II 

Response: 

a. T he State of Florida's Office of Public Counsel Lifeline a pplication 
specifica lly states " [f you are NOT a customer of AT&T, CenturyLink, T ­
Mobilc or Ver izon, please contact your telephone com pany to apply fo r 
L ifeline" . As we are not a specified designa ted Company, a ll a pplications a re 
received either directly from customers, through the PSC portal, or through 
the DCF direct enrollment process. 

b. T he Company mainta ins the following procedures for self-cer t ification 
applica tions received, rega rdless as to the means by which a pplications are 
received. Upon receipt of a poten tial subscriber's a pplication, t ra ined 
Agents ha ndle and process each application individua lly to ensure 
complia nce, efficiency a nd reliability. T ra ined Agents review subscriber 
applications to ensure complia nce with each of the following regula tory & 
Compa ny policy base objectives: 

1) T he a pplication captu res a ll req uired subscriber information 

2) The a pplicant acknowledges understa nding of a ll of the required 
disclosures. 

3) T he a pplica nt understa nds a nd completes a ll of the required 
cer tifications. 

4) T he consumer 's identity is verified th rough review of acceptable 
govern ment identification. 

Upon successful navigation of these objectives, the consumer 's eligibility is 
confirmed a nd verified th rough the review of acceptable documentation a nd 
upon established access th rough querying of the ava ilable databases. If such 
eJigibility is confirmed a nd verified, the applicant's self-certification form is 
reta ined, and processed, effectuating the con nection a nd initiation of phone 
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service under the Lifeline program. Each application is, retained in 
electronic form and I or hard copy, proof information is captured, and any 
proof documentation is destroyed or returned to each applicant. Finally, the 
Company maintains these records of spc>cific data relied upon to confirm the 
applicant's initial eligibility for Lifeline. 

c. Upon receipt of notification of applications through the PSC system, the 
Company proceeds to access the PSC portal to retrieve the potential 
subscriber applications and download the respective applications for 
processing. The applications provide for the necessary customer 
information and the Company proceeds to contact each applicant in order to 
ultimately effectuate Lifeline service. Once contacted, each customer is 
instructed on the Company's application process and on how to most 
efficiently prepare, submit and prove eligibility in order to commence 
Lifeline service. Each customer application is processed in the manner as 
described above under subparagraph (b) to include but not be limited to, 
confirming eligibility through the review of documentation. The Company 
is in the final process steps of setting up access into the DCF automatic 
enro llment process database and upon establishing access, eligibility will be 
confirmed through such database for applications received through the PSC 
portal. 

d. Customers that inquire about or apply for Lifeline Assistance through the 
Florida Department of Children and Families are routed to the PSC online 
process via a link on the officia l website (MyFLFamilies.com). At this point 
applicants would then follow the same procedures listed in description (c). 

e. Applications received for wire-line subscribers are typically and ordinarily 
processed with wire-line services becoming active and initiated within one to 
five business days after application completeness a nd eligibility verification. 
Wireline services become active upon complete processing and the customer 
immediately receives the Lifeline credit upon initiation of service. 

I 0. Description of your company's procedures for performing continued certification of 
customer eligibil ity after initial certification. Include the method(s) used to verifY 
customer eligibi li ty. 

Response: Global requires Lifeline end users to recertify continued eligibility 
annually in accordance with FCC regulations. Global reviews Li feline consumer 
proof of program participation or income eligibility as well as applications received 
from the state of Florida from consumers requesting service through the state's 
online lifeline enrollment portal. 

II. Description of your company's procedures for Lifeline. lfyour response has not changed 
from last year' s response, you may indicate thi s below. Please include the following in 
your response: 

a. Internal procedures for promoting Lifeline. 

b. Outreach and educational efforts involving participation in community events . 

..., 
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c. Outreach and educationa l efforts involving mass media (newspaper, radio, 
television). 

d. Copies of Lifel ine outreach materials of your company. 

e. Organizations you are currently partnering with , have partnered w ith , and 
organizations you plan to partner with to educate and inform customers about 
Lifeline. 

Response: No change from last year 's response, with the exception of updated 
Lifeline rule changes. 

12. Please describe the tra mmg you provide to your customer service representatives 
regarding Lifel ine and provide the script used by your company's representatives. 

Response: T he Company provides training to a ll of its customer service 
representatives and field agents regarding promoting, soliciting, and enrolling 
subscribers in the Lifeline program. The objectives of the training program 
offered by tbe Compa ny include the following: 

To assist Lifeline Applicants io determining eligibility 

To a nswer questions about L ifeline eligibility 

To review documenta tion and determine if it satisfies Lifeline E ligibility. 

To be a ble to verbally explain the certifications to the consumers wbeo enrolling 

To be able to answer questions about the required disclosures. 

To be a ble to explain the ''One L ifeline Phone per Household" requirement. 

A summary scr-ipt as is used by our Customer service representatives is attached. 

13. Please provide any link on your website that provides Lifeline information. 

Response: 

www .stand upwi reless.com 

www.realhomephone.com 

14. Have you experienced any problems implementing the FCC' s 2016 Lifeline 
Modernization Order (FCC 16-38)? If yes, please elaborate. 

Response: No. 

15. Does your company offer and seek reimbursement for Basic Internet Access Serv ices in 
Florida as part of the Li feline Program? If no, please provide the FCC fo rbearance order 
that waives this requirement for your company. 

Response: No. GCIOA filed for forebea rance under WC Docket No. 11-42. 
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16. To the extent you have experienced a decline in Lifeline customers, please list and 
describe any issues that may have contributed to the decline. Any additional general 
comments or information you believe will assist staff in evaluating and reporting the 
Lifeline participation in Florida are we lcome. 

Response: Customer declines due to competitive pricing continue to occur due to 
the fact that GCIOA is a reseller of ATT's network. As price increases continue to 
occur, these costs are partially passed a long to the end-user, which ultimately 
results in customer loss. 
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EXHIBIT A 

CONFIDENTlAL AND PROPRJET ARY 
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Total res·dent••lacuu lines In service 
Totol End of Ptrlod l;fel ine customtrs 

4 Customers denled l feline serv'cr In month 
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6 Lifeline customeJS de-enrolled In month 
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( STEP 1: Ji@jin11Jiij@@l[lfui(e]. ( STEP 2: l;j@iffltiQjij@p![lfui(t)S~ ( STEP 3: Jii):@iije1i);ijppl[lfui(e)jt 
PROPERLY COMPLETE AND SIGN YOUR ~ Is your Lifeline form enclosed? ~ Text a p1.cture of your form to: 678-252·9983 
APPLICATION' ~ OR Ema1l your form to: Llfehne@GCIOA.com 

. . . ~ Is your name and address correct? ~OR Fax your form to: 1-888-878-9323 
S1gn your name on the Signature lme near the ~ Is the correct publ1c asststance program ~ OR Mail your signed form to: 
bottom of the form. which you currently participate in selected? Global Connection Inc. 

P.O. Box 1187 Norcross. GA 30091 

PAYMENT OPTIONS U LIMITED REFER A FRIEND 
TO GLOBAL NOW! -VISA Pay with your Visa or Mastercard credit or debit ca rd 

Online: www.Rea lHomePhone.com • Call: 1· 877·51 1· 3009 
LONG DISTANCE 

MINUTES 
SAvE $ 2 When you ENROLL IN AUTOPAV Wtlh your 

V•u or Masterurd c,..dtl/ d•b41 end 

MoneyGram. $. 
Pay .,t .:.ny Money(irbm loc~t•()n 

usin9 ~cei"e code: 3869 

wnTa""l l' ~ 111110" ~ 

P•y 3t :my WcStf.'rn Union loc:oltlon 
including KtO<JC' and 81•LO 

Mt~l'"n.l 

Pay at any ACE Cash 
Express location. 

Email us at: Lifeline@GCIOA.com 
Your issue will be resolved 
promptly and courteously. 

1-877-511-3009 
Customer Service Hours 

M-F 8:30 am to 6:00 EST 
IMPORTANT LIFELINE WIREUNE SERVICE INFORMATION: 

LIFELINE ELIGIBILITY CRITERIA Please check your eligibilty on the list below: 
Supplemental Nutrition Assistance 
Program (SNAP) (Food Stamps): 
Supplemental Security Income (SSI): 
Federal Public Housing Assistance 
(Sedion 8): Medicaid: Federal Veterans 
and Survivors Pension Benefit 

Income level of 135% of Federal State has specific quatilying Programs (Call to 
Poverty Guidelines or Below: confinnl: CA. Ml 
(Except M I and CA) Temporary Ass~>tanet lor Needy FamiUes 

1-.!ln=:c:;.:o:;:m<:.e:..:lc:.ev:..:e:.:l:.:o:..:f 1::5"-0.,-,X_o_f ""'Fe_d_e-ra-1--ltTANF){CA and Ml onty, low Income Heal and 
Energy AsSistance lLIHEAP)(CA and Ml only): 

Poverty Guidelines or Below: National School Free lunch Program INSUICA 
(Limited to Ml and CA only) and Ml only) 

Customers may contac-t their State Public ServiCti! or Public 
Ut1l1ty Commission W1th any unresolved questions or 

complaints concernmg Lifeline serv1ces: 
M.» Ut o~To#!!) 

lor!.VI'I'1t"" 0., ~or 
~J: ~;1 

.. 1 t.on•m~ol"c:.a on"& 
Cabl• M' lOS Sll '' 

llOC )9:16C66 



If you receive Government supported services, 
you may be eligible for a Lifeline Discount on your home telephone service. 

We proudly accept Global Connection 
Real Home Phone Service payments 

1-877-511-3009 
(?j Unlimited Local Calls 
(?j Great Plans 

hablamos espanol 
(?j No Credit Check 
~No Contract 

usto ·t s m,•J co11tact lhetr Slate Public S~r •e or 
p 1t'l' Ut•lly Comm:sston v t:h any unresolved I 

1uest• .ns u 'lmrla I< o· r•n r \i .tfehne serVIces 

Mi@ijol;if.Wji UFEUNE WIREUNE SERVICE INFORMATION: 

<a No Deposit 

LIFELINE ELIGIBILITY CRITERIA Phw.e 'hPck your pi'[JIIlllty on tl11· t,•,t ll~low 
'(oull'llyQUIIifyk'fO"~Ina"'lofthe 
folowing progr-.. 

~.-c:.tr.unt!on~~"""~"' 
!Food Stalrp&.) 
~t'I'UISeo.rll'/t'CorN:i'SS') 
F.O.al NkHCIIMig AU:ssanr.. (Sic.:ooi'>S! 

~­Fk10!01Yt4cr'"\anc!~Pr.ut~ Btntfil 

You tNrt ~ifV"~ .,.nklp.a..- M tM 101~ 
J)II'09tatr\t! 

--ov.r:;.t 

tKfME 
PHONE 
SERVICE~ 
www.ReaiHomePhone.com 

Stfro:po~!!yr.l:t.:II~II!Chon lnc. ?i~Q 




