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1. Introduction 
 
Lifeline is a federal program that makes telephone service more affordable for millions of Americans across the 
country. Telephone companies designated as eligible telecommunications carriers (ETCs) are required to offer 
Lifeline within their entire study areas. To receive Lifeline, an Applicant, his or her dependent, or someone in his or 
her household must meet eligibility criteria established by the Federal Communications Commission (FCC). States 
may also add additional eligibility programs as long as program participation is dependent on income. Lifeline is 
available on only one telephone line per household. For the purposes of Lifeline, a household is defined as an 
individual or group of individuals who live together as one economic unit (they share income and expenses).A 
Lifeline customer may not transfer his Lifeline discount to another person, regardless of whether the other 
individual qualifies. 

Effective June 1, 2012, Lifeline Applicants must provide proof of eligibility prior to enrolling in the federal Lifeline 
program. ETCs must also have policies and procedures in place to ensure that Lifeline is provided only to eligible 
Applicants. 

In states where a Lifeline administrator or designated state agency manages the enrollment process, ETCs must 
follow the procedures in effect for that state. States with their own enrollment processes include, but are not 
limited to, Arizona, California, Colorado, the District of Columbia, Florida, Idaho, Kentucky, Montana, Nevada, New 
Jersey, New York, Ohio, Oregon, Puerto Rico, Utah, US Virgin Islands, Texas, Vermont, and Washington.1 In these 
states, the administrator or designated agency may manage enrollment for Lifeline Applicants who participate in 
certain qualifying programs, but not all programs (for example, Medicaid, SSI, SNAP, or income in Florida). THE 
TELEPHONE COMPANY may still have to verify initial eligibility for some of its Lifeline Applicants in these states. 
ETCs in these states must also collect a signed certification form from the Lifeline administrator or designated 
agency, unless the FCC has waived that requirement for the state.2  

ETCs in states with eligibility databases must query the state database to determine consumer eligibility. ETCs in 
these states must also collect a signed certification form from Lifeline subscribers.  

ETCs in states that do not have an administrator or a database must review proof of eligibility prior to enrolling 
Lifeline Applicants. ETCs in these states must also collect a signed certification form from Lifeline Applicants prior 
to enrolling the Applicant in Lifeline. 

Beginning in first quarter 2014, ETCs must use the National Lifeline Accountability Database (NLAD) to add, enroll, 
edit, and de-enroll Lifeline subscribers prior to providing the Lifeline discount.3 

ETCs in all states must require Lifeline Applicants to submit Lifeline Household Worksheets if an existing Lifeline 
account is identified at the Applicant’s residential address. 

If at any time an ETC has reason to believe that a Lifeline customer is ineligible or is receiving multiple discounts at 
his or her address, the ETC is obligated to initiate the de-enrollment process. 

1 Some states only permit certain ETCs to participate in the state-administered enrollment process.  
2 ETCs are not required to receive customer certification forms if the state manages the enrollment process in 
California, Colorado, the District of Columbia, Florida, Idaho, Montana, Nevada, Oregon, the U.S. Virgin Islands, 
3 ETCs in California, Oregon, Puerto Rico, Vermont, and Washington State are exempt from querying NLAD. ETCs in 
these states must follow the process established by the state to identify and resolve duplicate Lifeline claims. 
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The procedures below describe the process for ETCs that review customers’ Lifeline eligibility directly. These 
procedures are intended as a guide for employees responsible for collecting and verifying a Lifeline Applicant’s 
application and generally managing the customer-related Lifeline functions.  
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2. Responsible Employees 
 
All Lifeline Applications will be collected, reviewed, and documented by Customer Service Representatives or duly 
authorized employees (herein referred to as CSRs) employed by THE TELEPHONE COMPANY. A CSR designated as 
an NLAD User will query NLAD prior to enrolling an Applicant in NLAD.  
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3. Lifeline Application 
 
For the purposes of these procedures, a Lifeline Application includes the Initial Enrollment Form, proof of 
eligibility, and if applicable, the Lifeline Household Worksheet. In addition, the NLAD User will, at a minimum, 
query NLAD as part of the Lifeline enrollment process. An Applicant may submit his or her Lifeline Application to 
THE TELEPHONE COMPANY by fax, e-mail, mail, or in person. 
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4. Document Review Process 
 
With the exception of companies that must follow the procedures outlined in section 6, THE TELEPHONE 
COMPANY will verify a Lifeline Applicant’s eligibility directly. Lifeline Applicants must submit a Lifeline Application 
(Initial Enrollment Form, proof of eligibility and, if applicable, a Lifeline Household Worksheet) to THE TELEPHONE 
COMPANY prior to receiving the Lifeline credit. Initial Enrollment Forms submitted without proof of eligibility will 
not be processed. 
 

4.1. Initial Enrollment Form 
 
Each Lifeline Applicant must complete an Initial Enrollment Form and submit the completed form to THE 
TELEPHONE COMPANY. CSRs will review the Initial Enrollment Form for the following: 
 

4.1.1. Identifying Information: A Lifeline Applicant must provide information about himself.  
 

4.1.1.1. Applicant’s Name: Name of the person who has telephone service with THE TELEPHONE 
COMPANY. If the Applicant and the person eligible are not the same person, the Applicant 
will note the name of the eligible person elsewhere on the application. 

 TIP: With few exceptions, the Applicant should be the same as the person who has telephone service with THE 
TELEPHONE COMPANY. In some instances, the telephone account may be in the name of two people (e.g., 
John and Jane Smith). In these cases, use the name that corresponds with the Date of Birth and last four digits 
of the Social Security Number as described in sections 4.1.1.3 and 4.1.1.4 below. 

4.1.1.2. Phone number: Applicant’s Telephone Number  
 TIP: May be left blank if the Applicant does not have a telephone number yet. 

4.1.1.3. Date of Birth: Applicant’s date of birth 
 TIP: You may be able to verify Applicant’s date of birth by comparing it to the date of birth on the proof of 

eligibility (e.g., tax returns, Medicaid card) submitted by the Applicant. 
 

4.1.1.4. Last 4 digits of the Applicant’s Social Security Number (SSN)  
 TIP: An Applicant must provide the last four digits of his or her SSN in order to receive Lifeline. If a Native 

American does not have a SSN, (s)he may provide his or her Tribal ID number. The SSN listed on the form must 
be the Applicant’s, not the eligible person’s (if they are not the same person). 

 TIP: You may be able to verify Applicant’s SSN or Tribal ID Number by comparing it to the SSN or Tribal ID 
Number on the proof of eligibility (e.g., tax returns) 

 TIP: An Individual Taxpayer Identification Number (ITIN) cannot be substituted for a Social Security Number or 
Tribal ID Number. 

 
4.1.1.5. Residential Address: Applicant’s home address where the Lifeline service will be provided. 

The residential address cannot be a P.O. Box. The address may be a commercial address if the 
Applicant certifies to THE TELEPHONE COMPANY that (s)he lives at the commercial address. If 
another Lifeline benefit is identified at the Applicant’s address, the Applicant will need to 
complete a Lifeline Household Worksheet (see section 4.3). 

 TIP: If the Applicant provides proof of eligibility with an address, and that address does not match the address 
on the application, reject the application OR ask for a secondary proof of address (e.g., Driver’s License or 
current utility bill). The secondary proof of address should be dated later than the primary proof of address. 
For example, in some states, an Applicant will not receive a new SNAP award letter when (s)he moves, but he 
should acquire a new Driver’s License. You can use the address on the Driver’s License to verify the Applicant’s 
current address. 
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4.1.1.6. Billing Address: Address where Telephone Company sends the bill. It is only necessary if it 
different from the residential address or if the customer resides at an address that does not 
have USPS delivery. P.O. Boxes are okay for billing addresses. 

 
4.1.1.7. Permanent Address: Ensure the Applicant indicated whether the residential address on the 

form is temporary or permanent. 
 

4.1.2. Eligibility Information: A Lifeline Applicant must indicate how (s)he qualifies for the Lifeline benefit 
on the Lifeline Initial Enrollment Form. There are two ways to qualify for Lifeline – program-based 
eligibility or income-based eligibility. All states must use, at a minimum, the programs listed below 
for Lifeline enrollment. States may add additional eligibility criteria, but the criteria must be income 
or directly related to income.  

 
4.1.2.1. Program-based eligibility: the Applicant, his or her dependent, or someone in the household 

must participate in one of the programs below and indicate which program on the Lifeline 
Initial Enrollment Form. Review the form to ensure the Applicant has indicated at least one 
program on the application if (s)he qualifies based on program participation. The proof of 
eligibility submitted under 4.2.1 should be for the same criterion marked below. 

 TIP: NLAD will only accept one eligibility criterion. Encourage consumers to check the box that corresponds 
with the proof of eligibility provided. 

 
4.1.2.1.1. Federal Baseline Criteria: Lifeline Applicants in all states may qualify for Lifeline if they 

participate in one of the federal programs below: 
• Federal Public Housing Assistance or Section 8 
• Low Income Home Energy Assistance Program (LIHEAP) 

 TIP: In some states, LIHEAP is referred to by a different name. The word “Energy” or “Rate” generally appears 
in all name variations. 

• Medicaid  
 TIP: Medicaid includes Medicare Part B if Medicaid pays part of the premium or other costs. Medicare alone is 

not a criterion. 
• National School Lunch free lunch program 
• Supplemental Nutrition Assistance Program or SNAP (formerly known as Food 

Stamps) 
• Supplemental Security Income  

 TIP: SSI is not the same as SSDI, Social Security Disability Income. A Lifeline Applicant may qualify for Lifeline 
based on the amount of income (s)he receives from SSDI, but (s)he cannot qualify for Lifeline simply for 
receiving SSDI. 

• Temporary Assistance for Needy Families (TANF) 
 TIP: In some states, TANF is referred to by a different name. See Attachment 1 for TANF names by state. 
 TIP: Most Lifeline Applicants qualify for Lifeline based on participation in Medicaid, SNAP and SSI. 

 
4.1.2.1.2. Enhanced Tribal Criteria: In addition to the programs listed above, a resident of 

federally recognized tribal lands4 may qualify for Tribal Lifeline and Link Up if (s)he 
participates in the following programs: 
• BIA General Assistance 
• Food Distribution Program on Indian Reservations 

 TIP:FDPIR is not available in every state or on every Indian Reservation within a state.5 

4 For the purposes of Lifeline, Tribal lands include a federally recognized Tribe’s reservation, pueblo, or colony; 
former reservations in Oklahoma; Alaska Native regions; Indian allotments; Hawaiian Home Lands; or off 
reservation if designation granted by the FCC. 
5 FDPIR programs http://www.fns.usda.gov/fdd/contacts/fdpir-contacts.htm 
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• Head Start (income eligible only) 
• Tribal TANF 

 
4.1.2.1.3. Tribal Certification: Applicants seeking Tribal Lifeline and/or Link Up certifies that (s)he 

resides on federally recognized tribal lands. 
 TIP: A Tribal Lifeline and Link Up Applicant does not need to be a member of the Tribe in order to receive 

Tribal Lifeline and Link Up. (S)he needs only to live on the federally recognized Tribal lands. 
 

4.1.2.1.4. State Specific Eligibility: Some states may allow Applicants to qualify for Lifeline based 
on additional criteria; however, the criteria must be income or directly related to 
income. 

 
4.1.2.1.4.1. Georgia 

• Senior Citizen low-income discount plan offered by the local gas or power company 
 

4.1.2.1.5. Non-Applicant’s Eligibility: A Lifeline Applicant may qualify for Lifeline if any member of 
the household participates in a program listed in 4.1.2. 

 TIP: Although not required by the FCC, CSRs should note on the application if the eligible person differs from 
the name on the Lifeline Initial Enrollment Form, his or her relationship to the Applicant, his or her last four 
digits of SSN (or Tribal ID), and his or her date of birth.6 This information can be added to NLAD. 

 
4.1.2.2. Income-Based Eligibility: The Applicant must indicate that (s)he has a total household income 

at or below 135% of the federal poverty guidelines (see Attachment 8 for the most recent 
Income guidelines). Review the form to ensure the Applicant has indicated on the Lifeline 
Initial Enrollment Form that (s)he qualifies based on total household income.  

4.1.2.3. Income Certification: The Applicant has included the number of persons in his or her 
household on the Lifeline Initial Enrollment Form. 

 
4.1.3. Certification Information: In addition to providing the information in sections 4.1.1 and 4.1.2, 

Lifeline Applicants must make a number of certifications and attestations on the Lifeline Initial 
Enrollment Form. Review the form to make sure the Applicant has initialed/checked/signed in the 
appropriate spaces. 

• Applicant certifies that his or her household is receiving only one Lifeline supported 
service and that no one in the household is receiving service from another 
company. 

• Applicant certifies that (s)he will notify THE TELEPHONE COMPANY within 30 days if 
(s)he: 

o Moves to a new address; 
o If the eligible person no longer meets the criteria in section 4.1.2; 
o If the household receives more than one Lifeline discount; and 
o If the household no longer qualifies for Lifeline for any other reason. 

• Applicant certifies that (s)he understands that (s)he will be penalized for failure to 
make the above notifications. 

• Applicant gives THE TELEPHONE COMPANY permission to share his or her 
information with USAC. 

• Applicant certifies that (s)he understands that (s)he must recertify his or her 
eligibility every year and failure to do so will result in the loss of his or her Lifeline 
benefits. 

6 The Lifeline Initial Enrollment Form created by JSI includes a space for the eligible person’s name, his or her 
relationship to the applicant, date of birth, and last four digits of the SSN. 
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• Applicant signs under penalty of perjury that the information in the Lifeline Initial 
Enrollment Form is complete and accurate to the best of his or her knowledge and 
that providing false information is punishable by law. 

 TIP: If an Applicant does not fill in all of the fields on the form, but the missing information is clearly indicated 
on the Applicant’s proof of eligibility or other documentation, the CSR can insert the missing information and 
initial next to the field (e.g., the Applicant forgets to check SNAP but submits his or her SNAP card). 

 TIP: DO NOT ACCEPT A LIFELINE INITIAL ENROLLMENT FORM MISSING ANY OF THE INFORMATION DESCRIBED 
IN 4.1.1, 4.1.2, or 4.1.3 AND CANNOT BE COMPLETED WITH THE INFORMATION PROVIDED BY THE APPLICANT. 

 
4.1.4. For Office Use Only: ETCs must document that proof of eligibility was reviewed by an employee of 

THE TELEPHONE COMPANY (see section 4.2). Once the CSR reviews the documentation presented 
in section 4.2, the CSR will document that the review occurred. 

 
4.1.4.1. Type of documentation reviewed: Indicate whether the Applicant qualified based on his or 

her household income, by program participation, or if the eligibility notification was provided 
by the state. Note the type of documentation provided. 

Example 1: Type of Documentation SNAP Card 
Example 2: Type of Documentation Daughter’s Medicaid Card 
Example 3: Type of Documentation Tax returns 
Example 4: Type of Documentation N/A State Notification 
 

4.1.4.2. Date reviewed: Indicate date the documentation was reviewed by the CSR or notification was 
provided by the state. 

 TIP: Lifeline should not be applied to the Applicant’s account before the date the Lifeline Application was 
processed and the Applicant’s information was uploaded into NLAD or the service install date, whichever is 
later. For example, if a new customer has new service installed on June 7th, but the Lifeline Application was 
not processed and entered into NLAD until June 10th, then the Lifeline discount should be applied on the 
10th. If, however, an existing customer submits his or her Lifeline Application on June 5th and it is processed 
and uploaded into NLAD on June 5th, the Lifeline discount can be applied on June 5th. 

 
4.1.4.3. Reviewed by: Indicate name/initials of the CSR who reviewed the documentation. 

 
4.1.4.4. Lifeline Household Worksheet: Indicate whether the Applicant provided a Lifeline Household 

Worksheet with his or her application (see section 4.3 for details). 
 

4.1.4.5. Date NLAD Queried: Indicate date consumer was entered into NLAD (see section 7 for 
details). 

 
4.1.4.6. Benefit Transfer:  Indicate whether the Applicant transferred his or her Lifeline benefit to THE 

TELEPHONE COMPANY from another company. 

 
4.2. Proof of Eligibility 

Before an Applicant can receive the Lifeline discount, (s)he must provide proof of his or her eligibility to THE 
TELEPHONE COMPANY. Proof of eligibility must be an official document. Applicants can submit original 
documentation to THE TELEPHONE COMPANY or the Applicant may submit copies. CSRs must review the proof of 
eligibility and document that it was reviewed (see section 4.1.4). THE TELEPHONE COMPANY must return or 
destroy the proof of eligibility provided by the Applicant. 
 TIP: Encourage Lifeline Applicants who apply by mail to submit copies of their proof of eligibility instead of 

original documents. 
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4.2.1. Program-Based Eligibility: Below is a list of acceptable documentation for the program-based 
eligibility criteria and what information the CSR should look for on each document. Note that some 
documents may only include a recipient’s name and no other identifying information. 

 TIP: This list is not exhaustive. Other official proof of documentation may be available. See Attachment B for 
images of state-specific documents. See Attachment 3 for a sample National School Lunch award letter.  
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Program-based Eligibility Criteria Documentation 
 Program Acceptable Documentation What to Look For 

Federal Public Housing Assistance or 
Section 8 

Section 8 voucher 
 

Name 

Public Housing Assistance Lease 
Agreement 

Name 
Address 

Low Income Home Energy Assistance 
Program (LIHEAP) 

A notice of eligibility or other 
written decision letter 

Name 
Address 

Medicaid 

Award Letter Name 
DOB 
Award Date 

ID Card or Number Name 
DOB 

National School Lunch free lunch 
program 

A notice of eligibility or other 
written decision letter 

Name 
Address 
Dependent’s name 
Award Date 

Supplemental Nutrition Assistance 
Program (SNAP) 

Electronic Benefits Transfer Card Name 
DOB 

ID Card or Number Name 
DOB 

Award Letter Name 
Address 
DOB 
SSN or Tribal ID Number 
Award Date 

Supplemental Security Income 

A notice of eligibility or other 
written decision letter 

Name 
Address 
DOB 
SSN or Tribal ID Number 

Temporary Assistance for Needy 
Families or Tribal TANF 

A notice of eligibility or other 
written decision letter 

Name 
Address 
DOB 
SSN or Tribal ID Number 
Award Date 

 
Program-based Eligibility Criteria Documentation – Tribal  

BIA General Assistance (Tribal Only) 

Award Letter Name 
Address 
DOB 
Award Date 

Benefit check stub Name 
Address 
DOB 
Award Date 

Food Distribution program on Indian 
Reservations 

Award Letter Name 
Award beginning and end date 

Head Start (income eligible only) Award letter Name of child 
 TIP: When reviewing award letters and notices of eligibility, be sure that it is on letterhead, has a seal, or 

contains some other type of indication that makes it appear official. 
 TIP: Statements of benefits must be from the current or prior year. 
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 TIP: If a household qualifies for Lifeline based on National School Lunch free lunch program participation, that 
Lifeline discount does not expire upon the completion of the school year. That household is still eligible until 
his or her recertification date, unless the Lifeline consumer notifies THE TELEPHONE COMPANY that the 
household no longer qualifies for Lifeline. 

 
4.2.2. Income-based Eligibility: Below is a list of acceptable documentation for the income-based eligibility 

criteria, what information the CSR is looking for on each document and the number of documents 
you need to review. Because the Applicant is qualifying based on his or her total household income, 
CSRs may need to review documentation for more than one person in the household. Note that 
some documents may only include a recipient’s name and no other identifying information. 

 TIP: This list is not exhaustive. Other official proof of documentation may be available. See Attachment 4 for 
images of sample income documentation. 

 
 

4.2.2.1. Income Documentation 
Income-based Eligibility Criteria Documentation 

Acceptable Documentation What to Look For 
Prior year’s tax return – Federal, State, or Tribal Name 

DOB 
SSN or Tribal ID Number 
Address 

Current income statement or pay stub Name 
DOB 
SSN or Tribal ID Number 
Address 

Social Security statement of benefits Name 
DOB 
SSN or Tribal ID Number 
Address 

Veterans Administration statement of benefits Name 
DOB 
SSN or Tribal ID Number 
Address 

Retirement/pension statement of benefits Name 
DOB 
SSN or Tribal ID Number 
Address 

Unemployment/Workmen’s Compensation statement of 
benefits, 

Name 
DOB 
SSN or Tribal ID Number 
Address 

General Assistance Tribal notice letter Name 
DOB 
SSN or Tribal ID Number 
Address 

Divorce Decree Name 
Child Support Award Name 
 TIP: When reviewing statement of benefits, be sure that it is on letterhead, has a seal, or contains some other 

type of indication that makes it appear official. 
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4.2.2.2. Applicants must provide either one full year of documentation (e.g., tax return) or three 
consecutive months of the same document within the previous twelve months (e.g., 
paystubs). See the example below for the number of pay stubs a customer must present if his 
or her proof of eligibility does not cover 12 consecutive months.  

 

Pay Period Number of Pay Days Number of Pay Stubs to Review 
Weekly 52 12-13 
Bi-Weekly 26 6-7 
By-Monthly 24 6 
Monthly 12 3 
Annually 1 1 

 
4.2.3. Disposal of Proof of Eligibility: The CSR will document that proof of eligibility has been received by 

THE TELEPHONE COMPANY, but THE TELEPHONE COMPANY will not retain the Lifeline Applicant’s 
proof of eligibility. THE TELEPHONE COMPANY will ensure that the Lifeline Applicant’s proof of 
eligibility is protected and subsequently destroyed in a manner designed to ensure the Applicant’s 
privacy. 

 

4.2.3.1. Original Documentation: Immediately after documenting that proof of eligibility was 
received, the CSR will return original documentation (e.g., Medicaid cards) to the Applicant. 
Under no circumstances will the CSR scan or otherwise save a copy of the documentation 
presented to THE TELEPHONE COMPANY.  

 
4.2.3.2. Copies of Proof of Eligibility - Within five business days, CSRs will destroy any copies of 

documentation submitted by the Applicant (e.g., facsimiles of Medicaid cards). The 
documentation may be destroyed by shredding, deleting email files, or by any other method 
deemed appropriate by THE TELEPHONE COMPANY. Under no circumstances will the CSR 
scan or otherwise retain a Lifeline Applicant’s proof of eligibility. 
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4.3. Lifeline Household Worksheet 
 
The Lifeline Household Worksheet is designed to help Applicants and ETCs determine whether there are multiple 
households at one residential address or one household at one residential address (see attachment 4 for 
examples). A Lifeline Applicant must complete a Lifeline Household Worksheet when the residential address on his 
or her application is identified as already having a Lifeline discount by THE TELEPHONE COMPANY or NLAD (see the 
attached sample Lifeline Household Worksheet).  
 

4.3.1. Original IEH Worksheet: If the Lifeline Applicant answers “YES” to questions #1 or #3, then (s)he 
may not receive Lifeline because someone in his or her household already receives Lifeline. Retain a 
copy of the Lifeline Household Worksheet for THE TELEPHONE COMPANY’S records. 
 
If the Lifeline Applicant answers “NO” to questions #1 or #3, then (s)he may receive Lifeline if the 
rest of the Lifeline Application (Initial Enrollment Form and proof of eligibility) has been submitted 
correctly. The Applicant must submit the completed form with a date and signature, to THE 
TELEPHONE COMPANY and the NLAD User must enter the customer into NLAD before the Applicant 
can receive the Lifeline discount. 
 

4.3.2. Alternate IEH Worksheet: If the Lifeline Applicant answers “YES” to questions #2 or #4, then (s)he 
may not receive Lifeline because someone in his or her household already receives Lifeline. Retain a 
copy of the Lifeline Household Worksheet for THE TELEPHONE COMPANY’S records. 
 
If the Lifeline Applicant answers “NO” to questions #1, #3, or #4 then (s)he may receive Lifeline if 
the rest of the Lifeline Application (Initial Enrollment Form and proof of eligibility) has been 
submitted correctly. The Applicant must submit the completed form with a date and signature, to 
THE TELEPHONE COMPANY and the NLAD User must enter the customer into NLAD before the 
Applicant can receive the Lifeline discount. 

 
 TIP: To avoid confusion, DO NOT provide the Lifeline Household Worksheet to all of your Lifeline Applicants. 

Provide it only to Applicants identified as having an address that already receives the Lifeline discount. 
 TIP: Do not apply the Lifeline discount to an Applicant’s account before the date on the Lifeline Household 

Worksheet if (s)he is required to complete the form. 
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5. Record Retention 
 
ETCs must retain Lifeline application materials in accordance with the FCC’s rules.7 THE TELEPHONE COMPANY will 
retain a Lifeline customer’s Initial Certification Form and Lifeline Household Worksheet (if applicable) for as long as 
the customer receives Lifeline, plus three years. THE TELEPHONE COMPANY will note that proof of eligibility was 
received, the type of proof that was received, and when it was received; however, the company will not retain 
copies of any of the proof of eligibility as described in Section 4.2.3.  
 
THE TELEPHONE COMPANY will retain the confirmation of eligibility received from the state Lifeline administrator 
described in section 6 for as long as the subscriber receives Lifeline plus three years. 
 
In instances where the telephone company receives proof of identity or address to reconcile errors described in 
Section 7 below, the telephone will note that proof of identity, address, and/or age was received; however, the 
company will not retain such documentation. 
  

7 47 C.F.R. §54.417 
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6. State Coordinated Enrollment 
 
Some states have processes in place to verify the initial eligibility of Lifeline customers who participate in certain 
qualifying programs.8 In these states, ETCs must follow the procedures established by the state. In a state with 
coordinated enrollment, a Lifeline Applicant may be prompted to apply for Lifeline when (s)he enrolls in other 
social services programs (e.g., LIHEAP) or, if (s)he qualifies for Lifeline based on participation in programs where 
the state Lifeline administrator has established a relationship with the department of social or family services. 
Since the state is managing the enrollment process, CSRs will not need to review the Lifeline Applicant’s proof of 
eligibility. THE TELEPHONE COMPANY must however retain the correspondence received from the state in 
accordance with section 5. 
 TIP: In instances when a state administrator reviews a Lifeline applicant’s proof of eligibility, the NLAD User 

will enter “E14 – Program Eligibility Approved by State Administrator” into NLAD, regardless of the program 
noted on the application. 

 

6.1. Eligibility Reviewed by State 
 

6.1.1. Completed Initial Enrollment Form: Some state Lifeline administrators will notify THE TELEPHONE 
COMPANY of an Applicant’s eligibility and provide THE TELEPHONE COMPANY with a signed 
certification form from the Applicant, unless the FCC has issued a waiver for that state. 9 If the form 
is consistent with section 4.1 above, the NLAD User will enter the Applicant’s information into NLAD 
as described in section 7 below. 

 TIP: Do not enroll an Applicant in Lifeline under section 6.1 until you have received notification from the state 
that the consumer is eligible and, if applicable, a copy of his or her certification form, and that customer’s 
information has been entered into NLAD. 

 
6.1.2. Eligibility Notification Only: Some state administrators will notify THE TELEPHONE COMPANY of an 

applicant’s eligibility only. THE TELEPHONE COMPANY must still get the required customer 
information and certifications in section 4.1 above. The CSR will provide the Applicant with an Initial 
Enrollment Form and proceed with the procedures described in section 4.1. The CSR need not 
review proof of eligibility. 
 

6.2. Lifeline Qualification Based on Income or Program not Part of Coordinated Enrollment 
If an Applicant qualifies for Lifeline based on income or participation in a program that is not included in 
the coordinated enrollment process, proceed with section 4. 
 

6.3. State Coordinated Enrollment and NLAD 
The ETC must proceed with section 7 below prior to enrolling the customer in NLAD.10 
 
 

 TIP: INSERT ANY PROCEDURES YOU RECEIVE FROM THE STATE HERE. 
  

8 For example, Florida has coordinated enrollment for SNAP, Medicaid and TANF. 
9 ETCs are not required to receive customer certification forms if the state manages the enrollment process in 
California, Colorado, the District of Columbia, Florida, Idaho, Montana, Nevada, Oregon, the U.S. Virgin Islands, 
Utah, Vermont and Washington. 
10 ETCs in California, Oregon, Puerto Rico, Vermont, and Washington State are exempt from querying NLAD. ETCs 
in these states must follow the process established by the state to identify and resolve duplicate Lifeline claims. 

© 2014 John Staurulakis, Inc. (JSI) – Confidential and Proprietary – Revised 08.05.2014 v.3 

                                                           



P a g e  | 19 
 

7. National Lifeline Accountability Database (NLAD)  
 
Before an Applicant can receive Lifeline, THE TELEPHONE COMPANY must use NLAD to verify that the customer or 
another person at his address is not already receiving the Lifeline discount.11 Moreover, THE TELEPHONE 
COMPANY must regularly update NLAD to reflect any changes to customer status (e.g., address change, de-
enrollment).  

The CSR must query NLAD to verify that the Applicant or another person at his address is not already receiving the 
Lifeline discount after (s)he has reviewed the Lifeline Application and proof of eligibility as described in section 4 
above, or has been notified by the state administrator that the consumer is eligible for Lifeline as described in 
section 6 above.  
 

7.1. NLAD Access for CSRs 
 

7.1.1. NLAD User Roles: Only CSRs assigned one of the following entitlements will have access to NLAD.  
 

7.1.1.1. ETC Administrator is the CSR Manager or equivalent. This user will manage employee 
accounts and may enter, de-enroll, or modify a Lifeline consumer in NLAD. 
 

7.1.1.2. Sub –Account – ETC Analyst is a CSR is responsible for the day-to-day Lifeline consumer 
operations. (S)he will enter, de-enroll, or modify a Lifeline consumer in NLAD. 

 
7.1.1.3. Sub-Account – ETC Operations has limited responsibilities related to the day-to-day Lifeline 

consumer operations. (S)he will be allowed to verify that a consumer is eligible for Lifeline, 
but cannot add, de-enroll or modify consumer information within NLAD. 

 
7.1.2. Acceptable NLAD Access: An NLAD user may only access NLAD for the sole purpose of: (1) querying 

NLAD to determine whether an Applicant or another person at his or her address is receiving 
Lifeline from another carrier; (2) modifying information for an existing Lifeline customer (e.g., 
update address); (3) de-enroll an existing Lifeline customer; or (4) determining if a Lifeline 
consumer who is currently a customer with THE TELEPHONE COMPANY has accurate and complete 
information in NLAD. 

 

7.1.3. Revocation of NLAD Access 
 

7.1.3.1. THE TELEPHONE COMPANY will revoke an NLAD User’s access to NLAD if it suspects that the 
CSR is accessing the database for reasons not defined in section 7.1.2.1 above. 
 

7.1.3.2. THE TELEPHONE COMPANY will revoke an NLAD User’s access to NLAD immediately upon 
that employee’s termination from THE TELEPHONE COMPANY. 

  

11 ETCs in California, Oregon, Puerto Rico, Vermont, and Washington State are exempt from querying NLAD. ETCs 
in these states must follow the process established by the state to identify and resolve duplicate Lifeline claims. 
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7.2. NLAD Update Schedule 
 
THE TELEPHONE COMPANY will add new Lifeline Applicants to NLAD on a real-time, hourly, daily, weekly, monthly 
basis (select one). The remaining updates will be made in accordance with the schedule below. 
 

 
 TIP: THE TELEPHONE COMPANY may update NLAD with new Lifeline customers on a real-time, hourly, daily, 

weekly or monthly basis; however, if another ETC enters that customer into NLAD first, then THE TELEPHONE 
COMPANY will not be able to claim Lifeline for the same customer. 

 

7.3. Uploading Applicant Data into NLAD 
 
After the CSR has reviewed the Lifeline Application or has been notified of a change to an existing Lifeline 
consumer’s account, an NLAD User may update NLAD in one of three ways: NLAD Access Portal for real-time and 
scheduled updates, batch uploads (for scheduled updates), or through the API for real-time updates. Section 7.3 
discusses the first two options. 
 

7.3.1. NLAD Access Portal (NAP): The NLAD User (ETC Administrator or Sub-Account – ETC Analyst) will 
key-in the information directly into the NAP, found at https://nlad.universalservice.org/ui/login.jsp.  
 

7.3.1.1. Enrolling a New Applicant: The NLAD User will enter the Applicant’s information into the NAP 
as it appears on the Initial Enrollment Form (see Attachment 5 for a sample NAP screenshot). 
After entering all of the required data (marked with a red asterisk), and any optional data 
included on the Initial Enrollment Form, the NLAD User will be notified immediately if the 
customer was successfully enrolled or denied. If the customer is denied, a specific reason will 
be provided.12 Upon reconciling errors as described in section 7.5 below, the NLAD User will 
only upload the customers who were previously denied or submit a resolution request as 
described in section below. 
 

12 Examples of denials can be found on USAC’s website at http://usac.org/_res/documents/li/pdf/nlad/NLAD-File-
Validation-Rules.pdf and http://usac.org/_res/documents/li/pdf/nlad/NLAD-Error-Message-Resolution.pdf and 
http://usac.org/li/tools/nlad/nlad-dispute-resolution.aspx 

Reason for NLAD Update Update NLAD 

Enroll new customer Before providing discount 

Benefit Transfer (getting customer) Before providing discount 

Benefit Transfer (losing customer) No update required in NLAD 
Billing records must be updated 
within five business days 

De-Enrollment for these reasons: 
DeEnrollLeaving (customers who are no longer eligible or no 
longer want Lifeline, disconnects for failure to pay, or instances 
when customer is terminating telephone service with your 
company) 
DeEnrollDeceased 
DeEnrollFailedRecertification (did not respond) 
deEnrollNonUsage (only for free Lifeline programs) 

Within 1 business day 

General changes (Name, address, etc.) Within 10 business days 

© 2014 John Staurulakis, Inc. (JSI) – Confidential and Proprietary – Revised 08.05.2014 v.3 

                                                           

https://nlad.universalservice.org/ui/login.jsp
http://usac.org/_res/documents/li/pdf/nlad/NLAD-File-Validation-Rules.pdf
http://usac.org/_res/documents/li/pdf/nlad/NLAD-File-Validation-Rules.pdf
http://usac.org/_res/documents/li/pdf/nlad/NLAD-Error-Message-Resolution.pdf


P a g e  | 21 
 

7.3.1.1.1. If an Applicant already exists in NLAD, THE TELEPHONE COMPANY cannot enroll him or 
her in Lifeline unless the customer affirmatively de-enrolls from Lifeline from the other 
carrier or THE TELEPHONE COMPANY initiates the Benefits Transfer process as 
described in section 7.4 below. 
 

7.3.1.1.2. If an Applicant’s address already exists in NLAD, THE TELEPHONE COMPANY cannot 
enroll him or her in Lifeline unless the customer completes the Lifeline Household 
Worksheet as described in Section 4.3 above. 

 
7.3.1.1.3. For Office Use Only: The NLAD User or CSR will note the date NLAD was updated on the 

Initial Enrollment Form, consistent with 4.1.4.5 above. 
 

7.3.1.2. Updating existing Lifeline consumer information: The NLAD user will update NLAD as set forth 
in section 7.2 above. The NLAD User must first enter the consumer’s telephone number to 
access his or her information. The NAP will appear similar to the sample NAP screenshot in 
Attachment 5. The NLAD User will be notified immediately upon a successful change. 
 

7.3.2. Batch Uploads: THE TELEPHONE COMPANY will upload new and updated customer information into 
NLAD using a .CSV file (see Sample NLAD Input Template). The file will be named, at a minimum, 
with the TELEPHONE COMPANY’s Study Area Code (SAC). 

 TIP: The file name should include the SAC, THE TELEPHONE COMPANY’S NAME and the date of the 
upload, and should include no spaces, and should not exceed 50 characters.  

 EXAMPLE: 12345TheTelephoneCo2282014.csv 
 

7.3.2.1. Populating NLAD Input Template: the NLAD User will populate all required fields on the 
template, and any optional fields for which the TELEPHONE COMPANY has data. The template 
will only include Applicants whom THE TELEPHONE COMPANY is adding, existing customers 
whom have new information, or former customers who must be de-enrolled NLAD. All 
customers will be included on the same template. The transaction type will reflect the action 
being taken. NLAD will notify the NLAD User immediately upon a successful upload. If a 
specific customer is denied, NLAD will indicate which customer was denied and the reason for 
the denial.13Upon reconciling errors, the NLAD User will only upload the customers who were 
previously denied or submit a resolution request as described in section below. 
  

7.3.2.1.1. If an Applicant already exists in NLAD, THE TELEPHONE COMPANY cannot enroll him or 
her in Lifeline unless the customer affirmatively de-enrolls from Lifeline from the other 
carrier or THE TELEPHONE COMPANY initiates the Benefits Transfer process as 
described in section 7.4 below. 
 

7.3.2.1.2. If an Applicant’s address already exists in NLAD, THE TELEPHONE COMPANY cannot 
enroll him or her in Lifeline unless the customer completes the Lifeline Household 
Worksheet as described in Section 4.3 above. 
 

7.3.2.1.3. For Office Use Only: The NLAD User or CSR will note the date NLAD was on the Initial 
Enrollment Form, consistent with 4.1.4.6 above. 

 

13 Examples of denials can be found on USAC’s website at http://usac.org/_res/documents/li/pdf/nlad/NLAD-File-
Validation-Rules.pdf and http://usac.org/_res/documents/li/pdf/nlad/NLAD-Error-Message-Resolution.pdf and 
http://usac.org/li/tools/nlad/nlad-dispute-resolution.aspx 
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7.4. Transfer Lifeline Benefit 
 

A benefit transfer occurs when a Lifeline customer who has Lifeline service with another company requests to 
have his or her Lifeline service transferred to THE TELEPHONE COMPANY.  
  

7.4.1. Benefits Transfer: The NLAD User will enter the Applicant’s information into the NAP as it appears 
on the Initial Enrollment Form (see Attachment 5 for a sample NAP screenshot). The NLAD User 
must also enter the Applicant’s phone number that currently has the Lifeline discount. After 
entering all of the required data (marked with a red asterisk), and any optional data included on the 
Initial Enrollment Form, the NLAD User will be notified immediately if the customer was successfully 
transferred or denied. If the customer is denied, a specific reason will be provided.14  

 TIP: A benefits transfer can only occur if the person requesting the transfer has the Lifeline discount in his or 
her name. It cannot occur if the Lifeline discount is in another person’s name. 

 TIP: A Lifeline consumer may only transfer his or her Lifeline discount once every 60 days. 
 TIP: A Lifeline customer must provide affirmative consent to transfer the Lifeline benefit from another 

company to THE TELEPHONE COMPANY. The customer must be informed that only one Lifeline discount is 
available per household and (s)he will lose the Lifeline discount with the original company. Once THE 
TELEPHONE COMPANY receive consent, the NLAD User or CSR will enter the customer into NLAD using the 
benefit transfer screen rather than the enroll screen. The NLAD User or CSR should document the consent in 
the For Office Use Only section of the form.   

 TIP: THE TELEPHONE COMPANY should strongly consider attaining affirmative consent from the customer in 
writing. 

7.4.1.1. For Office Use Only: The NLAD User or CSR will note the date NLAD was transferred on the 
Initial Enrollment Form, consistent with 4.1.4.6 above. 

 

7.5. Error Resolution  
 

There may be instances where THE TELEPHONE COMPANY cannot enroll a Lifeline applicant into NLAD due to an 
error. Most can be resolved by THE TELEPHONE COMPANY internally. In instances where you cannot enter a 
Lifeline customer because there is an error you cannot resolve through the NAP or upload process, and you believe 
that error is either wrong or you have verified the information; you must submit a resolution request. 

7.5.1. Submitting a Resolution Request: To submit a resolution request, you must try to “enroll” the 
subscriber in NLAD. The system will not generate a Resolution ID for a Subscriber Look Up. When 
submitting a Resolution Request, enter enough details so that USAC can resolve the issue.  

7.5.2. Internal Management: In most cases, THE TELEPHONE COMPANY will resolve errors internally. 
Below are common errors and instructions for resolving the errors. 

Sample Error Messages and Resolution Descriptions 
Error Message Description Resolution 
DUPLICATE_ADDRESS or 
DUPLICATE_PRIMARY_ADDRESS  

The primary address in this 
transaction matches the primary 
address of another  
Subscriber.  

 THE TELEPHONE COMPANY should provide the Applicant 
with the Lifeline Household Worksheet (see Section 4.3 
above) to confirm that (s)he and the other Lifeline 
subscriber are separate households (do not share income 
and expenses). If the customer cannot make the 
certification, then he or she cannot receive Lifeline until the 

14 Examples of denials can be found on USAC’s website at http://usac.org/_res/documents/li/pdf/nlad/NLAD-File-
Validation-Rules.pdf and http://usac.org/_res/documents/li/pdf/nlad/NLAD-Error-Message-Resolution.pdf and 
http://usac.org/li/tools/nlad/nlad-dispute-resolution.aspx 
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other person is no longer receiving Lifeline. If the customer 
claims that there is no one else at his address receiving 
Lifeline, then you should submit a resolution request using 
the resolution ID generated with the rejection message 
stating “applicant lives alone, does not have Lifeline with 
another company.” 

DUPLICATE_SUBSCRIBER 
 

The subscriber in this transaction is 
a duplicate of another subscriber. 
(Regardless of whether the 
customer actually believes he or 
she has Lifeline with another 
company). 

Either the customer must de-enroll from the other company 
or THE TELEPHONE COMPANY can initiate a Benefit Transfer 
as described in Section 7.4 above. If the customer chooses 
the latter, (s)he must provide affirmative consent to 
transfer the Lifeline benefit from another company to THE 
TELEPHONE COMPANY. The customer must be informed 
that only one Lifeline discount is available per household 
and (s)he will lose the Lifeline discount with the original 
company. Once THE TELEPHONE COMPANY receive consent, 
the NLAD User or CSR will enter the customer into NLAD 
using the benefit transfer screen rather than the enroll 
screen. The NLAD User or CSR should document the consent 
in the For Office Use Only section of the form.   
 

DUPLICATE_SUBSCRIBER_AND_
ADDRESS  

This transaction contains a 
duplicate subscriber and a duplicate 
address. 

See above 

FAILED_TPIV or TPIV_FAIL  Subscriber failed third-party 
identity verification.  

CSR must review approved documents listed on USAC’s 
Dispute Resolution webpage15 to verify customer’s identity. 
Once reviewed, the appropriate Resolution Error Code must 
be entered into NLAD to override the error. If the “other” 
code is used, the CSR/NLAD User must submit a resolution 
request to USAC describing what type of document was 
reviewed. 

INVALID_ADDRESS (Primary 
Address) 

Address unrecognized (failed 
Address Matching Service). 

If THE TELEPHONE COMPANY uses a E-911 address rather 
than a USPS address as the primary address, then the NLAD 
User can flag the address as “non-deliverable” to resolve 
the error. (TIP: These customers will generally have a PO 
Box). 
If THE TELEPHONE COMPANY uses a USPS address as the 
primary address, the CSR must review approved documents 
listed on USAC’s Dispute Resolution webpage16 to verify 
customer’s address. Once reviewed, the appropriate code 
must be entered into NLAD to override the error. If the 
“other” code is used, the CSR/NLAD User must submit a 
resolution request to USAC describing what type of 
document was reviewed. 

INVALID_ADDRESS (Mailing 
Address) 

Address unrecognized (failed 
Address Matching Service). 

The CSR must review approved documents listed on USAC’s 
Dispute Resolution webpage17 to verify customer’s address. 
Once reviewed, the appropriate code must be entered into 
NLAD to override the error. If the “other” code is used, the 

15 See Attachment 7 and http://usac.org/li/tools/nlad/nlad-dispute-resolution.aspx 
16 See Attachment 7 and http://usac.org/li/tools/nlad/nlad-dispute-resolution.aspx 
17 See Attachment 7 and http://usac.org/li/tools/nlad/nlad-dispute-resolution.aspx 
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CSR/NLAD User must submit a resolution request to USAC 
describing what type of document was reviewed. 

8. De-enrollment 
 

THE TELEPHONE COMPANY is required to de-enroll a Lifeline customer when it has reason to believe that the 
customer is no longer eligible for Lifeline. 

8.1. General De-Enrollment 
THE TELEPHONE COMPANY has reason to believe that the customer is no longer meets the eligibility 
criteria. General reasons may include notification from USAC or state agency or anonymous tip. 
 

8.1.1. General Action: THE TELEPHONE COMPANY will send a letter of impending termination to the 
customer requiring him/her to provide proof of eligibility within 30 days from the date of the letter. 
The notice will be consistent with the recertification process defined in the Recertification 
Addendum. THE TELEPHONE COMPANY will de-enroll any Lifeline customer that fails to respond to 
the notice within the 30 day period. THE TELEPHONE COMPANY will abide by any applicable state 
dispute resolution procedures. 
 

8.1.2. NLAD Action: If required, THE TELEPHONE COMPANY will remove non-responding customers from 
NLAD consistent with Section 7.2 above. 

8.2. Duplicate De-Enrollment 
THE TELEPHONE COMPANY has received notification from USAC that the customer is receiving Lifeline 
from another company or that the subscriber’s household is receiving Lifeline from another company.  
 

8.2.1. General Action: THE TELEPHONE COMPANY will remove the Lifeline discount from the customer’s 
account within five business days of the notice from the administrator. 
 

8.2.2. NLAD Action: THE TELEPHONE COMPANY does not need to update NLAD. 

8.3. Non-Usage De-Enrollment 
A customer who does not pay anything for their Lifeline service (includes free phones and potentially 
tribal customers whose monthly bills are reduced to $0.00) has not used his/her phone for 60 
consecutive days. 
 

8.3.1. General Action: THE TELEPHONE COMPANY will send a letter of impending termination to the 
customer requiring him/her to use the Lifeline service within 30 days from the date of the letter to 
retain the benefit. THE TELEPHONE COMPANY will de-enroll any Lifeline customer that fails to use 
the Lifeline service within the 30 day period. 
 

8.3.2. NLAD Action: If required, THE TELEPHONE COMPANY will remove non-responding customers from 
NLAD consistent with Section 7.2 above. 

 

8.4. De-enrollment for not Recertifying 
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Lifeline customers must annually recertify their continued eligibility for Lifeline. 
 

8.4.1. General Action: Barring instances in which the state manages the recertification process or provides 
eligibility information to THE TELEPHONE COMPANY, THE TELEPHONE COMPANY will send a 
recertification letter including impending termination language to Lifeline customers, requiring 
them to self-certify his or her continued eligibility within 30 days. THE TELEPHONE COMPANY will 
initiate de-enrollment procedures for any customers that fail to respond to the recertification letter 
within five business days of the expiration of the 30-day window. At THE TELEPHONE COMPANY’S 
discretion, forms received within the five business day window may still be accepted. See 
Recertification addendum for more information. 

 
8.4.2. NLAD Action: If required, THE TELEPHONE COMPANY will remove non-responding or self-identified 

ineligible customers from NLAD consistent with Section 7.2 above. 
 

8.5. De-Enrollment Benefit Transfer 
 
THE TELEPHONE COMPANY has received notification from USAC that the customer has transferred his or 
her Lifeline discount from THE TELPHONE COMPANY to another company.  
 

8.5.1. General Action: THE TELEPHONE COMPANY will remove the Lifeline discount from the customer’s 
account within five business days of the notice from the administrator. 

 
8.5.2. NLAD Action: THE TELEPHONE COMPANY does not need to update NLAD. 

De-Enrollment Summary 

Reason for De-Enrollment Days to De-enroll 

General (reason to believe no longer eligible) 30 days unless state has different requirement. 

Duplicative support  Five business days after USAC notification. 

60 consecutive days of non-usage (only applies 
to companies offering free service to Lifeline 
customers) 

30 days after impending termination notice sent. 

Failure to recertify Five business days after the 30 day recertification window 
expires (unless your state has other requirements). 

Benefits Transfer Five business days after you receive the transfer 
notification from USAC. 
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Attachment 1– TANF Program Name by State 
 

 STATE TANF PROGRAM NAME 
AK ATAP (Alaska Temporary Assistance Program) 
AL  FA (Family Assistance Program) 
AR TEA (Transitional Employment Assistance) 
AZ EMPOWER (Employing and Moving People Off Welfare and Encouraging Responsibility) 
CA CALWORKS (California Work Opportunity and Responsibility to Kids) 

CO  Colorado Works 
CT JOBS FIRST 
DC TANF 
DE ABC (A Better Chance) 
FL Welfare Transition Program 
GA TANF 
GUAM TANF 
HI TANF 
IA FIP (Family Investment Program) 
ID Temporary Assistance for Families in Idaho 
IL TANF 
IN TANF, cash assistance, IMPACT (Indiana Manpower Placement and Comp. Training), TANF work program 
KS Kansas Works 
KY K-TAP (Kentucky Transitional Assistance Program) 
LA FITAP (Family Independence Temporary Assistance Program), cash assistance, STEP 
MA TAFDC, cash assistance, ESP (Employment Services Program), TANF work program 
MD FIP (Family Investment Program) 
ME TANF, cash assistance ASPIRE (Additional Support for People in Retraining and Employment) 
MI FIP (Family Independence Program) 
MN MFIP (Minnesota Family Investment Program) 
MO  Beyond Welfare 
MS TANF 
MT FAIM (Families Achieving Independence in Montana) 
NC Work First 
ND TEEM (Training, Employment, Education Management) 
NE Employment First 

NH FAP (Family Assistance Program), financial aid for work-exempt families 
NHEP (New Hampshire Employment Program), financial aid for work-mandated families 

NJ WFNJ (Work First New Jersey) 
NM NM Works 
NV TANF 
NY FA (Family Assistance Program) 
OH OWF (Ohio Works First) 
OK TANF 
OR JOBS (Job Opportunities and Basic Skills Program) 
PA Pennsylvania TANF 
PR TANF 
RI FIP (Family Independence Program) 
SC Family Independence 
SD TANF 
TN Families First 
TX Texas Works (Department of Human Services), cash assistance, Choices (Texas Workforce Commission), 

TANF work program 
UT FEP (Family Employment Program) 
VA VIEW (Virginia Initiative for Employment, Not Welfare) 
VI  (FIP) Family Improvement Program 
VT ANFC (Aid to Needy Families with Children), cash assistance, Reach Up, TANF work program 
WA WorkFirst 
WI W-2 (Wisconsin Works) 
WV West Virginia Works 
WY POWER (Personal Opportunities With Employment Responsibility) 
Source: U.S. Department of Health and Human Services, Administration for Children & Families 
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Attachment 2 – State Specific SNAP EBT and Medicaid Cards 
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STATE MEDICAID PROGRAM NAME 
AK Medical Assistance Program (AK) 
AL Alabama Medicaid Agency 
AR Arkansas Medicaid 
AZ Arizona Healthcare Cost Containment System 
CA Medi-Cal 
CO Medical Assistance Program (CO) 
CT Connecticut Medical Assistance Program (CT) 
DC Medicaid (D.C.) 
DE Diamond State Health Plan 
FL Medicaid 
GA Georgia Better Healthcare 
HI QUEST 
IA MediPASS 
ID  Medicaid/Healthy Connections 
IL Medical Assistance Program (IL) 
IN Hoosier Healthwise 
KS Medicaid (KS) 
KY KenPAC/Kentucky Partnership Program 
LA CommunityCARE 
MA MassHealth 
MD HealthChoice 
ME PrimeCare 
MI Medicaid (MI) 
MN Medical Assistance Program (MN)/Prepaid Medical Assistance Program Plus 
MO Medicaid (MO) 
MS Health through Medicaid Managed Access to Care and Services (HealthMACS) 
MT  Passport to Health 
NC Carolina Access 
NH  New Hampshire Medicaid 
NJ New Jersey Care 2000 
NM SALUD! 
NV Nevada Medicaid 
NY Partnership for Long Term Care 
OH OhioCare 
OK SoonerCare Plus/SoonerCare Choice 
OR Oregon Health Plan 
PA Medical Assistance Program/HealthChoices 
RI Rhode Island Medical Assistance Program/RIteCare 
SC Physician's Enhanced Program (PEP)/Select Health 
TN TennCare 
TX State of Texas Access Reform (STAR) 
VA Medallion/Medallion II 
VT Medicaid (VT) 
WA Healthy Options 
WI Medicaid HMO Program 
WV Assured Access System ("PAAS")/ Mountain Health Trust 
WY Medicaid (WY) 
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STATE SNAP PROGRAM SNAP CARD NAME 
AK Food Stamp Program Alaska Quest 
AL Food Assistance Alabama EBT Card 
AR SNAP Benefit Security Card 
AZ Nutirtion Assistance Arizon Quest 
CA CalFresh Golden State Advantage 
CO Food Assistance Program Colorado Quest Card 
CT SNAP The Connect Card 
DC SNAP Capital Card 
DE Food Supplement Program Food First EBT Card 
FL Food Assiatance Program Benefit Security Card 
GA SNAP Georgia Peach Card 
GU SNAP Guam Quest 
HI SNAP Hawaii EBT 
IA Food Assistance Program Iowa EBT Card 
ID  Food Stamp Program Idaho Quest Card 
IL SNAP LINK 
IN SNAP Hoosier Works 
KS Food Assistance Program Vision Card 
KY SNAP Benefit Security Card 
LA SNAP Lousisiana Purchase Card 
MA SNAP Bay State Access 
MD Food Supplement Program Independence Card 
ME Food Supplement Program Pine Tree Card 
MI Food Assistance Bridge Card 
MN Food Support EBT Card 
MO Food Stamp Program Missouri EBT Card 
MS SNAP MDHS EBT 
MT  SNAP Montana Access 
NC Food & Nutrition Services Electronic Benefit Transfer 
NH  Food Stamp Program NH EBT 
NJ NJ SNAP Families First Card 
NM SNAP New Mexico EBT Fiesta Card 
NV SNAP Nevada Quest 
NY Food Stamp Program Common Benefit Identification Card 
OH Food Assistance Direction Card 
OK SNAP Access Oklahoma 
OR SNAP Oregon Trail 
PA PA SNAP ACCESS Card 
RI SNAP Electronic Benefit Transfer 
SC SNAP Think Healthy, Eat Healthy! 
TN SNAP Benefit Security Card 
TX SNAP Lone Star Card 
VA SNAP Virginia EBT Card 
VI SNAP Sun, Sand, and Sea Card 
VT 3SquaresVT Vermont Express 
WA Basic Food Program Quest Card 
WI FoodShare Wisconsin Quest 
WV SNAP Mountain State Card 
WY SNAP Wyoming EBT Card 
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 Arizona 
 

EBT Card 

 

 

Medicaid Card 
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Arkansas 

EBT Card 

 

Medicaid Card 
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Florida 
 

EBT Card 

 

Medicaid Card 
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Georgia 
 

EBT Card 

 

 

Medicaid Card 
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Kentucky 
 

EBT Card 

 

Medicaid Card 
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Louisiana 
 

EBT Card 

 

 

Medicaid Card 
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Mississippi 
 

EBT Card 

 

 

 

Medicaid Card 
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Montana 
 

EBT Card 
 

 

 

 

Medicaid Card 
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North Carolina 

EBT Card 

 

Medicaid Card 
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North Dakota 
 

EBT Card 

 

Medicaid Card 
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South Carolina 

EBT Card 

 

Medicaid Card 
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South Dakota 
 

EBT Card 

 

 

Medicaid Card 
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Tennessee 

 
EBT Card 
(Will insert at a later date) 

Medicaid Card 
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Virginia 

EBT Card 

 

Medicaid Card 
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Attachment 3 – Sample National School Lunch Award Letter 
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Note 
eligible 
person 

 

 

No address or 
parent name? 

Verify child lives 
at applicant’s 

address 

Indicates 
free NOT 
reduced 

lunch 
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Attachment 4 – Sample Income Documentation 
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1040EZ 

 

 

Address 

Adjusted 
Gross 

 

Date 
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1040A 

  

Date 

Address 

Total 
Income 
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W-2 

 

 

  

Date 

Address 

Wages before 
taxes 
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Paystub 

 
  

Three 
consecutive 

months 

Wages before 
taxes 

May have to 
calculate 
annual 
income 
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Attachment 5 – NLAD Screenshot  
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Attachment 6 – Prepaid Lifeline Providers 
 

Company Lifeline Phone Marketing Name 

TracFone Safelink 

Virgin Mobile Assurance Wireless 

Nexus Communications ReachOut Wireless 

IM Telecom Infiniti Mobile 

Easy Telephone Services Company Easy Wireless 

Assist Wireless Assist Wireless 

i-wireless LLC Access Wireless 

Blue Jay Wireless Blue Jay Wireless 
Boomerang Wireless Entouch Wireless 

Global Connection of America Stand Up Wireless 

Telrite Corporation Life Wireless 

Budget Prepay Budget Mobile 

KDDI America Total Call Mobile 

Quadrant Holding Group Q Link Wireless 

True Wireless True Wireless 

KDDI America Total Call Mobile 

YourTel YourTel Wireless 
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Attachment 7 – Resolution Error Codes18 

Code Comment Verification 

T1 TPIV Fail Dispute Reviewed unexpired driver’s license to confirm identity 

T2 TPIV Fail Dispute Reviewed birth certificate to confirm identity 

T3 TPIV Fail Dispute Reviewed current income statement from an employer, paycheck stub, or 
W-2 to confirm identity 

T4 TPIV Fail Dispute Reviewed prior year’s state, federal or Tribal tax return to confirm 
identity 

T5 TPIV Fail Dispute Reviewed Social Security card to confirm identity 

T6 TPIV Fail Dispute Reviewed Certificate of Naturalization or  
Certificate of U.S. Citizenship to confirm identity 

T7 TPIV Fail Dispute Reviewed unexpired Permanent Resident Card or  
unexpired Permanent Resident Alien Card to confirm identity 

T8 TPIV Fail Dispute Reviewed unexpired United States government, military, state, or Tribal 
issued ID to confirm identity. 

T9 TPIV Fail Dispute Reviewed employer provided work ID or employee ID 

T10 TPIV Fail Dispute Reviewed unexpired passport to confirm identity 

T11 TPIV Fail Dispute Reviewed unexpired health insurance card to confirm identity 

T12 TPIV Fail Dispute Reviewed military discharge documentation to confirm identity 

T13 TPIV Fail Dispute Reviewed unexpired weapons permit to confirm identity 

T14 TPIV Fail Dispute Reviewed government assistance program document which includes the 
name and date of birth of the subscriber to confirm identity 

T15 TPIV Fail Dispute Reviewed statement of benefits from a qualifying program which 
contains name and date of birth of the subscriber to confirm identity 

T16 TPIV Fail Dispute Reviewed an unemployment/workers’ compensation statement of 
benefits to confirm identity 

T17 TPIV Fail Dispute 

(Effective June 30, 2014) 

ETC uses subscriber's last name, date of birth, and last four digits of 
Social Security Number and provides it to a state eligibility database/state 
administrator or compares it to beneficiary data provided to the ETC by 

18 Resolution codes may change. THE TELEPHONE COMPANY periodically should review USAC’s website at 
http://usac.org/li/tools/nlad/nlad-dispute-resolution.aspx 
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the state - ETC receives confirmation from the state eligibility 
database/state administrator that the subscriber exists in the eligibility 
database and is eligible for a Lifeline Program benefit, or that the ETC 
matches the name, date of birth, and last four digits of the Social 
Security Number to beneficiary data provided to the ETC by the state 

A1 Invalid Primary Address Dispute Reviewed unexpired driver’s license to confirm address 

A2 Invalid Primary Address Dispute Reviewed utility bill to confirm address 

A3 Invalid Primary Address Dispute Reviewed current income statement from an employer, paycheck stub, or 
W-2 to confirm address 

A4 Invalid Primary Address Dispute Reviewed prior year’s state, federal or Tribal tax return to confirm 
address 

A5 Invalid Primary Address Dispute Reviewed current mortgage or lease statement to confirm address 

A6 Invalid Primary Address Dispute Reviewed unexpired government, state, or Tribal issued ID to confirm 
address 

A7 Invalid Primary Address Dispute Confirmed with local USPS that address is a deliverable address 

A8 Invalid Primary Address Dispute Reviewed government assistance program documents which includes the 
name and address of the subscriber to confirm address 

A9 Invalid Primary Address Dispute Reviewed statement of benefits from a qualifying program which 
contains name and address of subscriber to confirm address 

A10 Invalid Primary Address Dispute Reviewed retirement/pension statement of benefits to confirm address 

A11 Invalid Primary Address Dispute Reviewed an unemployment/workers’ compensation statement of 
benefits to confirm address 

M1 Subscriber Under 18 Dispute Reviewed court document which demonstrates subscriber’s status as 
an emancipated minor 

M2 Subscriber Under 18 Dispute Reviewed birth certificate which demonstrates subscriber is at least 18 
years old 
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Attachment 8 – Lifeline Income Guidelines 
 

 

 

19 The FPG for Hawaii and Alaska are not represented in the table. 

2014 Lifeline Income Guidelines (135% of the Federal Poverty Guidelines) 19 
Household 
Size 

Weekly Income 
(52 Pay Periods) 

Bi-Weekly 
(26 Pay Periods) 

Bi-Monthly 
(24 Pay Periods) 

Monthly 
(12 Pay Periods) 

Annual 

1 $302.98  $605.96  $656.46  $1,312.92  $15,755.00  
2 $408.38  $816.77  $884.83  $1,769.67  $21,236.00  
3 $513.79  $1,027.58  $1,113.21  $2,226.42  $26,717.00  
4 $619.19  $1,238.38  $1,341.58  $2,683.17  $32,198.00  
5 $724.60  $1,449.19  $1,569.96  $3,139.92  $37,679.00  
6 $830.00  $1,660.00  $1,798.33  $3,596.67  $43,160.00  
7 $935.40  $1,870.81  $2,026.71  $4,053.42  $48,641.00  
8 $1,040.81  $2,081.62  $2,255.08  $4,510.17  $54,122.00  
Each add’l $105.40  $210.81  $228.38  $456.75  $5,481.00  
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