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J O I N T  C O N S U M E R S  P I L O T  P R O P O S A L

O V E R V I E W

The Commission along with stakeholders must overhaul the LifeLine

application and eligibility process to make it more consumer friendly . This is 

one way to increase participation in the program .



J O I N T  C O N S U M E R S  P I L O T  P R O P O S A L

G O A L :   

R E A L - T I M E  E N R O L L M E N T

 

(1) Data sharing agreements with agencies administering eligible programs (i .e . CalFresh); 

 

(2) Automated , real-time verification of application elements such as identity and eligibility documents

through OCR ; 

 

(3) Direct enrollment with the TPA through an updated LifeLine website and mobile app . 

  



J O I N T  C O N S U M E R S  P I L O T  P R O P O S A L

W H Y ?

2017 Consumers Affairs Branch Statistics
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C U R R E N T  P R O C E S S

Applicant cannot enroll without first contacting a provider ;

The provider reviews eligibility rules with the applicant ;

Applicant has to wait to receive an application form in the mail

before requesting service ;

Applicant has to wait to find out if they are approved or denied .

 

"Pain Points" 



J O I N T  C O N S U M E R S  P I L O T  P R O P O S A L

P R O P O S E D  P R O C E S S

Applicant can instantly receive an eligibility determination online

from the TPA without first going to a provider ;

Once approved applicants can choose from a variety of providers ;

The LifeLine website or "enrollment portal" walks applicants through

the eligibility rules ;

No waiting period to receive an application form .



J O I N T  C O N S U M E R S  P I L O T  P R O P O S A L

D A T A  S H A R I N G  A G R E E M E N T S  F O R  R E A L

T I M E  E N R O L L M E N T

Program administrator (TPA) coordinates with state and federal

agencies to receive a monthly file listing recipients of qualifying

public assistance programs ; 

             -  91% of LifeLine participants use program eligibility and the 

                top 3 programs cover 88% of enrollees (Medicaid = 47%;       

                CalFresh/SNAP = 32%; SSI = 9%).

ETCs/Providers give a list of all existing LifeLine subscribers to the

TPA ;

The TPA reconciles the data to remove existing LifeLine subscribers

and duplicates , the remaining names in the file are a list of eligible

LifeLine subscribers ;

Applicants receive real time eligibility approvals if their name is on

the list . Once approved they can go to the provider of their choice . 

General Overview : 
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R E A L - T I M E  D O C U M E N T ,  S I G N A T U R E  A N D

I D E N T I T Y  V E R I F I C A T I O N  W I T H  O C R
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R E A L - T I M E  D O C U M E N T ,  S I G N A T U R E  A N D

I D E N T I T Y  V E R I F I C A T I O N  W I T H  O C R

A customer applies for LifeLine directly

through the TPA and needs to submit

documents to verify eligibility ;

The customer uses a camera or scanner to

upload eligibility documents , identification

documentation and signed identification form

to the TPA ;  

Algorithms scan the uploaded documents ,

signatures , initials etc . and verifies

authenticity/accuracy ; 

If appropriate , the customer receives an

approval of the documents within minutes . If

denied , a human can review the algorithm ’s

decision to ensure it is correct .   

General Overview : 



J O I N T  C O N S U M E R S  P I L O T  P R O P O S A L

I M P R O V E  T H E  L I F E L I N E  W E B S I T E  A N D

C R E A T E  A  M O B I L E  A P P L I C A T I O N

Improve user navigation on the website and reduce the amount of

unnecessary text to prevent overloading applicants with information ; 

Allow for direct eligibility determinations through the website without

requiring applicants first speak with a provider ; 

Improve the visibility of the provider comparison page and allow

customers to directly enroll with those providers after approval ;  

Customers should be able to have a “dashboard” where they can see

when they need to renew or have the option to change providers ; 

The mobile app should mirror the Lifeline website but also allow

customers to take photos of eligibility documentation using a

smartphone . 

General Suggestions : 
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I M P R O V E  T H E  L I F E L I N E  W E B S I T E  A N D

C R E A T E  A  M O B I L E  A P P L I C A T I O N

Create a step by step wizard to walk applicants

through the eligibility rules ; 

A similar wizard can help walk applicants

through the phone and service plan selection

process .

General Suggestions : 



T H A N K  Y O U !  

F O R  C O M M E N T S  O R  Q U E S T I O N S :

Email  us  at  vinhcentl@greenl ining .org
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