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Introduction 
 
This Lifeline Procedures Guide is intended as a reference document for employees responsible for working with a 
customer regarding Lifeline eligibility, enrollment, and generally managing the Lifeline functions and processes for 
Cameron Communications (“Cameron”). 

Lifeline is a federal program that makes telephone service or broadband service more affordable for millions of 
Americans across the country. 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 who have received a waiver from the FCC may continue to rely on the states’ eligibility criteria and databases 
until the waiver deadline or when the state has aligned its eligibility criteria, whichever is sooner. 1 Lifeline is available 
on only one phone line (home or wireless) or broadband service (home or wireless) 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. 

ETCs are required to confirm the customer’s eligibility prior to enrolling them in the federal Lifeline program by one 
of three methods. Service providers may query state or federal databases, rely on eligibility determination of a state 
agency or administrator, or review the customer’s documentation directly. States and service providers are 
responsible for verifying Lifeline customer’s eligibility and recertifying them annually until the National Lifeline 
Eligibility Verifier (“National Verifier”) is deployed in that state.  See Section 7 for more details on the National 
Verifier.  Service providers 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 and recertification 
process, ETCs must follow the procedures in effect for that state. States with their own enrollment and recertification 
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. 2  In these states, the administrator or designated agency may manage enrollment and 
recertification for Lifeline Applicants who participate in certain qualifying programs. Cameron may still have to verify 
initial eligibility and recertification 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.  

The National Verifier will begin implementation in six initial states in December 2017 (Colorado, Mississippi, 
Montana, New Mexico, Utah, and Wyoming), and once fully implemented in all states, will determine all subscriber 
eligibility for both initial certification and annual recertification. This will move the responsibility for these two 
functions from the service provider to the National Verifier. Service providers will still be required to assist customers 
with enrollment and eligibility issues as necessary. 

                                                           
1 WC Docket No. 11-42 adopted December 1, 2016, states who received a temporary waiver from rules adopted in 

the 2016 Lifeline Modernization Order are California (10/31/17), Maryland (10/31/17), Michigan (10/31/17). New 
York (12/1/17), Utah (10/31/17), Vermont (10/31/17) and Wisconsin (12/31/17). The effective dates for California 
and New York were extended to 4/30/2018, while the effective date for Michigan was extended to June 30, 2018 
pursuant to FCC Waiver Extension Orders. All other states have now met the new federal eligibility criteria.  

2 Some states only permit certain ETCs to participate in the state-administered enrollment process.  
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Until the National Verifier is implemented, ETCs in states with eligibility databases must query the state database 
which reflects the updated Federal Lifeline Eligibility standards as of December 2, 2016 to determine customer 
eligibility.  ETCs in states that do not have an administrator or an eligibility 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. 

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. 

Finally, 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 

1. Responsible Employees 

Until the National Verifier is implemented in your state, all Lifeline Applications will be collected, reviewed, and 
documented by Customer Service Representatives or duly authorized employees (herein referred to as CSRs) 
employed by Cameron or the State Administrator.  Once the National Verifier is implemented, CSRs can still assist 
customers in checking eligibility.  A CSR designated as an NLAD or National Verifier User will query NLAD or National 
Verifier database prior to enrolling an Applicant in Lifeline. 
  
2. Lifeline Application 

Until the National Verifier is implemented, a Lifeline Application includes the Initial Enrollment Form, proof of 
eligibility, and if applicable, the Lifeline Household Worksheet and/or consent for a benefit transfer. In addition, the 
CSR will, at a minimum, query NLAD as part of the Lifeline enrollment process. An Applicant may submit his or her 
Lifeline Application to Cameron.  
 
3. Document Review Process 
 
Until the National Verifier is implemented in your state, Cameron will verify a Lifeline Applicant’s eligibility directly 
or through a state administrator as described in Section 5.  The customers must submit a Lifeline Application (Initial 
Enrollment Form, proof of eligibility and, if applicable, a Lifeline Household Worksheet) to Cameron prior to receiving 
the Lifeline credit. Initial Enrollment Forms submitted without proof of eligibility will not be processed. 
 
Once the National Verifier has been implemented in your state, customers will be able to verify their eligibility 
independently through the National Verifier web portal, by mailing their application plus proof of eligibility to the 
National Verifier or through assistance and support from service provider. 
 

3.1. Initial Enrollment Form 
 

Until the National Verifier is implemented in your state, each Lifeline Applicant must complete an Initial 
Enrollment Form and submit the completed form to Cameron. CSRs will review the Initial Enrollment Form 
to assure that all required information is provided.  
Lifeline Program Application - FCC Form 5629 can be found at: 
http://www.usac.org/_res/documents/li/pdf/forms/LI_Application_nonNVstates.pdf  

                                                           
3 ETCs in California, Oregon, and Texas are exempt from querying NLAD. ETCs in these states must follow the process 
established by the state to identify and resolve duplicate Lifeline claims. 

http://www.usac.org/_res/documents/li/pdf/forms/LI_Application_nonNVstates.pdf
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3.2. 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 that are not in 
compliance with the federal eligibility criteria as of December 2, 2016, have received a temporary waiver 
from the FCC and may continue to use its own criteria to determine subscriber eligibility until a state’s 
effective date or when the state has aligned its criteria with the FCCs, whichever is sooner.4 

 
3.2.1. 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 should be for the same program eligibility criterion 
below. 

 
3.2.2. 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 Housing 
• Medicaid  
• Supplemental Nutrition Assistance Program or SNAP (formerly known as Food 

Stamps) 
• Supplemental Security Income (SSI) 
• Veterans or Survivors Pension Benefit  

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

recognized tribal lands 5 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 (not available in every state or on 

every Indian Reservation within a state)  
• Head Start (income eligible only) 
• Tribal TANF 

  
For more details on Enhanced Tribal Criteria see - http://usac.org/li/program-
requirements/verify-eligibility/program-eligibility.aspx 

 

                                                           
4 WC Docket No. 11-42 adopted December 1, 2016, states who received a temporary waiver from rules adopted in 
the 2016 Lifeline Modernization Order are California (10/31/17), Maryland (10/31/17), Michigan (10/31/17), New 
York (12/1/17), Utah (10/31/17), Vermont (10/31/17) and Wisconsin (12/31/17). The effective dates for California 
and New York were extended to 4/30/2018, while the effective date for Michigan was extended to June 30, 2018 
pursuant to FCC Waiver Extension Orders. All other states have now met the new federal eligibility criteria. 
5 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. 

http://usac.org/li/program-requirements/verify-eligibility/program-eligibility.aspx
http://usac.org/li/program-requirements/verify-eligibility/program-eligibility.aspx
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3.2.4. Benefit Qualified Person (BQP) Eligibility: A Lifeline Applicant may qualify for Lifeline if 
any member of the household participates in a program listed in 3.2.2. 

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

income at or below 135% of the federal poverty 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.  

 
For more information on income-based eligibility See USAC Website - 
http://www.usac.org/li/program-requirements/verify-eligibility/income-eligibility.aspx  
 

3.3. Proof of Eligibility  
 

Until the National Verifier is implemented in your state, an Applicant must provide proof of his or her 
eligibility to Cameron. Proof of eligibility must be an official document. Applicants can submit original 
documentation to Cameron or the Applicant may submit copies. CSRs must review the proof of eligibility 
and document that it was reviewed. Cameron must retain copies of the proof of eligibility provided by the 
Applicant in a “just and reasonable” manner to ensure documents are retained securely. 6 

  
3.3.1. Acceptable Documentation for Program-Based Eligibility: Examples of acceptable 

documentation for program based eligibility criteria can be found on USAC’s website at: 
http://www.usac.org/li/program-requirements/verify-eligibility/program-eligibility.aspx 

 
3.3.2. Acceptable documentation for Income-based Eligibility: Guidance for customer eligibility by 

income, including a link to the current Federal Poverty Guidelines, may be found at: 
http://www.usac.org/li/program-requirements/verify-eligibility/income-eligibility.aspx 

 
3.3.3. Retention of Proof of Eligibility: Until the National Verifier has been implemented in your state, 

the CSR will document that proof of eligibility has been received by Cameron, and Cameron will 
retain the Lifeline Applicant’s proof of eligibility in a secure manner. Cameron will ensure that the 
Lifeline Applicant’s proof of eligibility is protected in a manner consistent with its document 
retention policy. 

 
a. Original Documentation: Immediately after documenting that proof of eligibility was 

received, the CSR will scan or otherwise save a copy of the documentation presented to 
Cameron.  

b. Copies of Proof of Eligibility: CSRs will retain copies of documentation submitted by the 
Applicant (e.g., facsimiles of Medicaid cards). Cameron must take “just and reasonable” 
steps to ensure documents are retained securely for as long as the customer is eligible 
for Lifeline plus three years. When the National Verifier launches in your state, service 
providers will no longer be required to keep eligibility documentation for new federal 
Lifeline enrollments. Until that time, service providers will continue to follow the FCCs 
guidelines for record retention. 
 

3.3.4. 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.  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 Cameron or NLAD.  

                                                           
6 Effective February 17, 2016. 

http://www.usac.org/li/program-requirements/verify-eligibility/income-eligibility.aspx
http://www.usac.org/li/program-requirements/verify-eligibility/program-eligibility.aspx
http://www.usac.org/li/program-requirements/verify-eligibility/income-eligibility.aspx
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Lifeline Program Household Worksheet - FCC Form 5631 can be found at: 
http://www.usac.org/_res/documents/li/pdf/forms/LI_Worksheet_nonNVstates.pdf   

 
 
4. Record Retention 
 
Until the National Verifier is implemented in your state, ETCs must retain Lifeline application materials in accordance 
with the FCC’s rules. 7  Cameron will retain a Lifeline customer’s Initial Certification Form, proof of eligibility, Lifeline 
Household Worksheet (if applicable) for as long as the customer receives Lifeline, plus three years.  
 
Cameron will retain the confirmation of eligibility received from the state Lifeline administrator described in Section 
5 for as long as the subscriber receives Lifeline plus three years. 
 
In instances where Cameron receives proof of identity or address to reconcile errors, Cameron will retain such 
documentation for as long as the customer has Lifeline, plus three years. 

5. State Coordinated Enrollment – If Applicable 
 
Some states have Lifeline Administrators and/or processes in place to verify the initial eligibility of Lifeline customers. 
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., 
SNAP) 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.  

5.1. Eligibility Reviewed by State 
 

5.1.1. Completed Initial Enrollment Form: Some state Lifeline administrators will notify Cameron 
of an Applicant’s eligibility and provide Cameron with a signed certification form from the 
Applicant. If the form is consistent with Section 3 above, the NLAD User will enter the 
Applicant’s information into NLAD as described in Section 6 below. 

 
5.1.2. Eligibility Notification Only: Some state administrators will notify Cameron of an applicant’s 

eligibility only. Cameron must still get the required customer information and certifications 
in Section 3.1 above. The CSR will provide the Applicant with an Initial Enrollment Form and 
follow with the procedures described in Section 3.1. The CSR need not review proof of 
eligibility. 

5.2. 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, follow the State-enrollment process as outlined in Section 3. 
 
 

                                                           
7 47 C.F.R. §54.417 

http://www.usac.org/_res/documents/li/pdf/forms/LI_Worksheet_nonNVstates.pdf
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5.3. State Coordinated Enrollment and NLAD 
The ETC must follow the NLAD process as outlined in Section 6 below prior to enrolling the customer 
in NLAD. 8 

 
 INSERT ANY ENROLLMENT PROCEDURES YOU RECEIVE FROM THE STATE HERE. (If your state 

has an additional state-funded Lifeline Program, you can insert documentation procedures and requirements 
here.) 
  

                                                           
8 ETCs in California, Oregon, and Texas 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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6. National Lifeline Accountability Database (NLAD)  
 
NLAD is intended to help ETCs identify and resolve duplicate claims for Lifeline service and as a tool for ETCs to check 
on a real-time basis for customer’s already receiving Lifeline-supported service.   NLAD is a database into which ETCs 
upload the customer’s information, check for duplicate customers, perform benefit transfers, and perform dispute 
resolution. Once the National Verifier has been implemented in a state, NLAD will become a part of that process. 
 
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 3 
above, or has been notified by the state administrator that the customer is eligible for Lifeline as described in Section 
5 above. Do not enroll an Applicant in Lifeline until you have received notification from the state that the customer 
is eligible and, if applicable, a copy of his or her certification form. 
 
Once eligibility has been confirmed for a customer, the CSR will enter all required information for such customer 
into the NLAD database. Cameron must regularly update NLAD to reflect any changes to customer status (e.g., 
address change, de-enrollment). 
 
For more details about NLAD see http://usac.org/li/tools/nlad/default.aspx 
For FAQ’s related to NLAD see http://usac.org/li/about/faqs/faq-nlad.aspx  

 

7. National Lifeline Eligibility Verifier (“National Verifier”) 

The National Verifier was developed to determine all subscriber eligibility and to replace the current process where 
the service provider determines a subscriber’s eligibility. The National Verifier includes both the Lifeline Eligibility 
Database (LED) and the National Lifeline Accountability Database (NLAD) and will use these databases to determine 
the subscriber’s initial eligibility and the annual recertification as it is deployed in each state. This will move the 
responsibility for these two functions from the service provider to the National Verifier. Service providers will still 
be required to assist customers with enrollment and eligibility issues as necessary. 

Before initiating service or applying the Lifeline discount to the customer’s service, CSRs will use the National Verifier 
and NLAD to determine if a customer has been deemed eligibility for Lifeline. Service providers can only enroll 
customers in NLAD after successful completion of the eligibility verification process through the National Verifier. 

 

7.1 Initial Customer Migration and Reverification 

When the National Verifier launches in your state, all Lifeline customers in that state will be migrated and 
their eligibility will be reverified.   

7.1.1. Automated Eligibility Check  
 
a. USAC will first attempt to reverify the customer through available electronic databases. 

USAC will provide these results to service providers as reports in NLAD. USAC will notify 
the service providers via email when all checks are complete and reports are available. 
 

http://usac.org/li/tools/nlad/default.aspx
http://usac.org/li/about/faqs/faq-nlad.aspx
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b. Service providers will need to provide additional documentation for certain subscribers. 
This may include Independent Economic Household (IEH) Worksheets and 
documentation previously used to resolve third-party identity verification (TPIV) and 
address (AMS) disputes. 

 

7.1.2. Failed Automated Eligibility Check  

a. Service providers will review the results of the National Verifier Database in NLAD to 
identify customers who failed the automated reverification process. 
 

b. For customers who fail the automated reverification process, the service provider must 
provide the appropriate eligibility documentation to USAC.  When it is necessary to get 
new proof of eligibility documentation from customers, the service provider may collect 
this information itself or can elect to have USAC to conduct customer document collection 
on their behalf. Service providers that elect USAC will still need to provide documentation 
to USAC that they should already have on hand. 

 
c. After the automated checks are complete, service providers can provide subscribers' 

documentation to USAC in the following ways: 
 

• Mail paper documents 
• Mail password-encrypted CD or flash drive 
• Upload password-encrypted SFTP file 

 
d. If USAC can’t verify the customer’s eligibility, the customer will be de-enrolled. 

 
e. For more details on the Migration and Reverification process see USAC website at 

http://usac.org/li/tools/national-verifier/migration.aspx  

7.2 Service Provider Access to National Verifier 

7.2.1. Service providers can access the National Verifier via an online web-enabled portal. To use the 
portal, CSRs will log in using unique credentials. This log in will allow a CSR to complete multiple 
customer applications without creating customer accounts for each subscriber. 

7.2.2. Service providers or their CSRs can use the same process for creating National Verifier credentials 
as is used to create credentials for NLAD. Additional information on User Accounts and Credentials 
for the National Verifier is available at http://www.usac.org/li/tools/national-verifier/access-
interaction.aspx  

NOTE: Service providers with existing NLAD credentials can use the same credentials to conduct 
eligibility checks via the National Verifier Service Provider Portal.   

7.2.3. The service provider portal's homepage features a report that includes all active customer 
applications associated with that user's credentials. This allows service providers to see the status 
of pending applications and easily log back into customer applications that need actions such as 
document uploads for applications they have initiated but not completed. 

http://usac.org/li/tools/national-verifier/migration.aspx
http://www.usac.org/li/tools/national-verifier/access-interaction.aspx
http://www.usac.org/li/tools/national-verifier/access-interaction.aspx
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7.2.4. Service providers also have the ability to initiate a new eligibility check at any time, but the NV 
service provider portal will require that the customer's PII to be re-entered in such instances. 

7.3 Eligibility Determination Using the National Verifier 

7.3.1. The application process will require customers to provide their personally identifiable information 
(PII):  full name, address, last four digits of the social security number or tribal ID, birthdate, and 
qualifying program or income information. 

7.3.2. A customer’s eligibility can be verified in three ways:   

a. NV Consumer Portal - Customers can submit their Lifeline eligibility application online through 
the National Verifier Consumer Portal; 

b. Paper Forms - Customers can submit a paper application directly to the National Verifier if 
they choose not to use the online method; or 

c. NV Service Provider Portal – Customers can submit their Lifeline eligibility application with a 
service provider's support through the National Verifier Service Provider Portal. 

7.3.2. The most common scenario for a service provider will be supporting customers in completing their 
eligibility application in the NV Service Provider Portal, and then enrolling the customer in NLAD 
once service has been initiated. 

7.3.3. Helping Customer Complete Application 

CSRs can use an interview-style approach to support the customer in completing their application 
when using the National Verifier Service Provider Portal: 

 
1. Enter the customer's PII into the portal using an interview-style approach 
2. If necessary, help the customer upload eligibility documents 
3. Customer reads and initials each Lifeline certification and electronically signs the 

application 
4. The National Verifier will return the eligibility decision 
5. If eligibility was verified, proceed to the enrollment step in NLAD: 

a. Log into NLAD or connect via API 
b. Enroll the consumer in NLAD by entering their PII (as currently performed in NLAD) 
c. Begin providing phone, internet or bundled service to the consumer 
NOTE: NLAD verification will now check for National Verifier eligibility decisions in 
addition to duplicate subscriber, duplicate address, and AMS.  

7.3.4. Eligibility Documentation - If eligibility cannot be determined electronically, or the customer fails 
the Third Party Identity Verification (TPIV) or the USPS address (AMS) check, the customer can 
submit their eligibility and/or supporting documents to the Lifeline Support Center by uploading 
the document(s) to the portal, or mailing in the supporting documents for approval. In most cases, 
the Lifeline Support Center will review documents and provide a determination in minutes. 

7.3.5. One-Per-Household Worksheet and Certifications - In addition, if the customer lives at an address 
where another adult receives Lifeline and they are an independent economic household, they will 
need to fill out an electronic household worksheet attesting to this. Once the customer completes 
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the eligibility process, they will initial their agreement to the Lifeline certifications and 
electronically sign their application. 

7.3.6. Eligibility Determinations are Valid for 90 Days - When a customer is determined eligible for Lifeline 
by the National Verifier, that eligibility decision is valid for 90 days. Unsuccessful or incomplete 
customer eligibility applications will be purged after 30 days, at which point a new application must 
be initiated. 

NOTE: If the consumer has not completed a National Verifier eligibility application in the past 90 
days, the NLAD verify response will direct service providers to use the National Verifier portal to 
verify the consumer's eligibility. 

7.4 Acceptable Documentation 

Acceptable program documentation for Lifeline eligibility programs are listed on USAC’s website which will 
be continually updated with additional program documents that may be accepted. These include both 
Federal and State-Administered Programs which can be used for a customer to qualify for federal Lifeline.  

Examples of acceptable documentation for the Lifeline eligibility programs can be found on USACs website 
at http://usac.org/li/tools/national-verifier/acceptable-eligibility-documentation.aspx   

7.5 National Verifier Paper Forms 

USAC has designed universal paper forms for use in the National Verifier for customers who want to fill out 
a paper forms for the initial eligibility application and the one-per-household worksheet. Customers and 
service providers are required to use these forms after the National Verifier launches in your state. 

National Verifier Application Form -
http://www.usac.org/_res/documents/li/pdf/nv/LI_Application_NVstates.pdf  

 
National Verifier One-Per-Household Worksheet - 
http://www.usac.org/_res/documents/li/pdf/nv/LI_Worksheet_NVstates.pdf  
 

7.6 Recordkeeping Obligations 
 
Providing documentation to USAC doesn’t relieve the service provider of recordkeeping obligations for their 
subscribers who enrolled in Lifeline between February 2016 and until the date the National Verifier is fully 
implemented in your state.   

Once the National Verifier launches in a state, the service providers will no longer be required to keep 
eligibility documentation for new federal Lifeline enrollments, but should follow any applicable state 
recordkeeping requirements that may apply. 

7.7 Lifeline Support Center 

The National Verifier will have a Lifeline Support Center available beginning in December 2017 to provide 
support to customer’s and service providers. 

 

http://usac.org/li/tools/national-verifier/acceptable-eligibility-documentation.aspx
http://www.usac.org/_res/documents/li/pdf/nv/LI_Application_NVstates.pdf
http://www.usac.org/_res/documents/li/pdf/nv/LI_Worksheet_NVstates.pdf
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8. De-enrollment 

Cameron is required to de-enroll a Lifeline customer when it has reason to believe that the customer is no longer 
eligible for Lifeline.  For additional information about the de-enrollment process, see USAC’s website at:  
http://www.usac.org/li/program-requirements/de-enrolling/ 

8.1. General De-Enrollment  
 

Cameron has reason to believe that the customer no longer meets the eligibility criteria. General reasons 
may include notification from USAC or state agency or anonymous tip. 

 
8.1.1 General Action: Cameron 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. 
Cameron will de-enroll any Lifeline customer that fails to respond to the notice within the 
30-day period. Cameron will abide by any applicable state dispute resolution procedures. 

 
8.1.2 NLAD Action: Consistent with Section 6 above, Cameron must regularly update NLAD to reflect 

any changes to customer status (e.g., address change, de-enrollment). 

8.2 Duplicate De-Enrollment 
 

Cameron 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: Cameron 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: Cameron 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 30 
consecutive days.  

 
8.3.1 General Action: Cameron will send a letter of impending termination to the customer 

requiring him/her to use the Lifeline service within 15 days from the date of the letter to 
retain the benefit. Cameron will de-enroll any Lifeline customer that fails to use the 
Lifeline service within the 15-day notice period (the “cure period”). 
 

8.3.2 NLAD Action: If required, Cameron will remove non-responding customers from NLAD. 
Consistent with Section 6 above, Cameron must regularly update NLAD to reflect any 
changes to customer status (e.g., address change, de-enrollment). 

 

http://www.usac.org/li/program-requirements/de-enrolling/
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8.4. De-enrollment for Failure to Recertify 
 

Lifeline customers must annually recertify their continued eligibility for Lifeline. 
 

8.4.1. General Action:  Cameron 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 60-day window.  The annual recertification process is outlined in Section 9 below. 
 

8.4.2. NLAD Action: If required, Cameron will remove non-responding or self-identified 
ineligible customers from NLAD within five business days of the expiration of the 60-day 
window.  

 
8.5. De-Enrollment Benefit Transfer 
 

Cameron has received notification from USAC that the customer has transferred his or her Lifeline 
discount from Cameron to another company.  

 
8.5.1 General Action: Cameron 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: Cameron does not need to update NLAD. 
 

For more information on Benefit Transfers see USAC’s website at:  

http://usac.org/li/tools/nlad/benefit-transfers.aspx 

The FCC eliminated the port freeze rules in its Fourth Report and Order, effective March 19, 2018. 

9. Recertification Process 

Until the National Verifier is implemented in your state, the service provider must annually recertify its customers 
Lifeline eligibility through the rolling recertification process and report the results on FCC Form 555. Some states 
have processes in place to recertify Lifeline customers who participate in certain qualifying programs. In these states, 
ETCs must follow the procedures established by the state. Once the National Verifier is implemented in your state, 
the service provider will no longer perform rolling recertification.  

9.1. Eligibility Reviewed by State 
 

9.1.1 Completed Recertification Form: Some state Lifeline administrators will notify Cameron 
of a Customer’s continued eligibility and provide Cameron with a signed certification form 
from the Customer.  

 
9.1.2 Eligibility Notification Only: Some state administrators will notify Cameron of a 

Customer’s continued eligibility only. 
 
9.1.3  De-enrollment: Upon notification from the state that a customer is no longer eligible for 

Lifeline, the ETC must update NLAD and de-enroll the customer from Lifeline. 
 

http://usac.org/li/tools/nlad/benefit-transfers.aspx
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 [INSERT ANY PROCEDURES YOU RECEIVE FROM THE STATE]  
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9.2. Lifeline Rolling Recertification performed by Service Provider 
 

Service providers who do not elect USAC to perform rolling recertification are required to recertify 
customers annually based on the customer’s service initiation date.  The service provider must also 
report the recertification results on the FCC Form 555. Requirements may be different in some 
states due to eligibility program waivers.  To recertify its customers, the service provider can follow 
the instructions on USAC’s website. The website link provides instructions for the rolling 
recertification process, and reporting results on the FCC Form 555 which is due on January 31st, 
each year. Upon implementation of the National Verifier in a service provider’s state or territory, 
the obligation to recertify will change from the service provider to the National Verifier. 

For more information on rolling recertification see USAC’s website at: 
http://usac.org/li/program-requirements/recertify-subscribers/process.aspx 

Lifeline Program Annual Recertification - FCC Form 5630 - 
http://www.usac.org/_res/documents/li/pdf/forms/LI_Recertification_nonNVstates.pdf  
 
Lifeline Program Annual Recertification - FCC Form 5630 (Spanish version) - 
http://www.usac.org/_res/documents/li/pdf/forms/LI_SP_Recertification_nonNVstates.pdf  

9.3. Lifeline Recertification Performed by USAC 
 

9.3.1. USAC Recertification: An ETC may elect to have USAC perform rolling recertification on 
its behalf. ETCs must follow the instructions on USAC’s website at 
http://usac.org/li/program-requirements/recertify-subscribers/usac-elected.aspx  

 
9.3.2. De-enrollment: Upon notification from USAC that a customer is no longer eligible for 

Lifeline, the ETC will update NLAD and de-enroll the customer from Lifeline. 
 

9.4. FCC Form 555 

Until the National Verifier is implemented in your state, ETCs are required to file FCC Form 555 
Annual Lifeline Recertification results. The form must be completed and submitted online using 
the E-File online form or bulk upload. No paper or email submissions will be accepted. More details 
on the Form 555 can be found at http://usac.org/li/program-requirements/recertify-
subscribers/form555.aspx  

 

10. Publicize and Advertise Lifeline 

FCC C.F.R. 47 § 54.405(b) requires ETCs to advertise the availability of the Lifeline Program “in a manner 
reasonably designed to reach eligible households with its study area.” ETCs should use outreach materials and 
methods that will reach eligible households that do not currently have service. 

10.1. FCC Advertising Guidelines 
 

10.1.1 Methods of outreach - To reach eligible customers, USAC recommends using more than 
one method of advertising. For example, supplement online-only advertising with other 

http://usac.org/li/program-requirements/recertify-subscribers/process.aspx
http://www.usac.org/_res/documents/li/pdf/forms/LI_Recertification_nonNVstates.pdf
http://www.usac.org/_res/documents/li/pdf/forms/LI_SP_Recertification_nonNVstates.pdf
http://usac.org/li/program-requirements/recertify-subscribers/usac-elected.aspx
http://usac.org/li/program-requirements/recertify-subscribers/form555.aspx
http://usac.org/li/program-requirements/recertify-subscribers/form555.aspx
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methods such as in-store print media, direct mail or event marketing that could reach 
potential Lifeline customers. 

 
10.1.2 Other outreach suggestions – Other outreach can include posting at public transportation 

stops, shelters and soup kitchens, public service announcements, information booths at 
central locations, provide customer service for disabled participants using 
telecommunication relay services (TRS) and outreach materials in Braille. 

 
10.1.3. Non-English Speaking Populations - Develop materials that can be read by members of 

any sizeable non-English speaking populations. 
 
10.1.4 Coordinate with government agencies – ETC should coordinate with agencies such as 

social service agencies, tribal organizations, community centers, public schools, nursing 
homes and other organizations such as AARP and United Way.  

 

11. Lifeline Reimbursement - Form 497/Lifeline Claims System 

The Lifeline Reimbursement Claims process is changing beginning with claims for January 2018 data-month.  FCC 
Form 497 will be retired and replaced with the Lifeline Claims System (“LCS”). Service providers in all states must 
use the new LCS for reimbursement claims.  The Form 497 process should continue to be used for claims through 
December 2017 data-month. 

The process for submission will include downloading a report from the Lifeline Claims System which is based on the 
“NLAD subscriber snapshot report.” This reported will be formatted for ETC’s to make modifications, add the dollar 
amount claimed for each subscriber or indicate the reason subscriber is not being claimed (and why). Then ETC’s will 
upload the modified report into the Lifeline Claims System and submit and certify the report. 
 
For the states that opted out of NLAD, (CA, OR and TX), the process will be similar and details will be available on 
USAC’s website. For more information on the reimbursement claims process can be found at 
http://usac.org/li/program-requirements/receive-payment/ 
  

http://usac.org/li/program-requirements/receive-payment/
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Index of Website Links (Updated February 22, 2018) 

Section 3.1 -  Lifeline Program Application - FCC Form 5629  

http://www.usac.org/_res/documents/li/pdf/forms/LI_Application_nonNVstates.pdf  

 

Section 3.2.3 - Food Distribution Program on Indian Reservations 

http://usac.org/li/program-requirements/verify-eligibility/program-eligibility.aspx 

 

Section 3.2.5 - Income-based Eligibility 

http://www.usac.org/li/program-requirements/verify-eligibility/income-eligibility.aspx 

 

Section 3.3.4 – Lifeline Program Household Worksheet - FCC Form 5631 

http://www.usac.org/_res/documents/li/pdf/forms/LI_Worksheet_nonNVstates.pdf  

 

Section 6 – NLAD 

http://usac.org/li/tools/nlad/default.aspx 

http://usac.org/li/about/faqs/faq-nlad.aspx 

 

Section 7.1.2 (e) - Migration to National Verifier 

http://usac.org/li/tools/national-verifier/default.aspx 

 

Section 7.2.2 - Service Provider Access to National Verifier 

http://www.usac.org/li/tools/national-verifier/access-interaction.aspx 

 

Section 7.4 - Acceptable Documentation 

http://usac.org/li/tools/national-verifier/acceptable-eligibility-documentation.aspx 

http://www.usac.org/_res/documents/li/pdf/forms/LI_Application_nonNVstates.pdf
http://usac.org/li/program-requirements/verify-eligibility/program-eligibility.aspx
http://www.usac.org/li/program-requirements/verify-eligibility/income-eligibility.aspx
http://www.usac.org/_res/documents/li/pdf/forms/LI_Worksheet_nonNVstates.pdf
http://usac.org/li/tools/nlad/default.aspx
http://usac.org/li/about/faqs/faq-nlad.aspx
http://usac.org/li/tools/national-verifier/default.aspx
http://www.usac.org/li/tools/national-verifier/access-interaction.aspx
http://usac.org/li/tools/national-verifier/acceptable-eligibility-documentation.aspx
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Index of Website Links – cont’d 

 

Section 7.5 – National Verifier Paper Forms 

National Verifier Application Form  

http://www.usac.org/_res/documents/li/pdf/nv/LI_Application_NVstates.pdf  

National Verifier One-Per-Household Worksheet  
 
http://www.usac.org/_res/documents/li/pdf/nv/LI_Worksheet_NVstates.pdf  
 

 

Section 8 – De-enrollment 

http://www.usac.org/li/program-requirements/de-enrolling/ 

 

Section 8.5 - Benefit Transfers 

http://usac.org/li/tools/nlad/benefit-transfers.aspx  
 
 
Section 9.2 – Lifeline Program  

Lifeline Program Annual Recertification -  FCC Form 5630 
 
http://www.usac.org/_res/documents/li/pdf/forms/LI_Recertification_nonNVstates.pdf  
 
Lifeline Program Annual Recertification -  FCC Form 5630 (Spanish version) 
 
http://www.usac.org/_res/documents/li/pdf/forms/LI_SP_Recertification_nonNVstates.pdf 

 
 
Section 9.3 – Electing USAC to Perform Recertification 

 
http://usac.org/li/program-requirements/recertify-subscribers/usac-elected.aspx 
 
 

Section 9.4 – FCC Form 555 
 

http://usac.org/li/program-requirements/recertify-subscribers/form555.aspx 
 

http://www.usac.org/_res/documents/li/pdf/nv/LI_Application_NVstates.pdf
http://www.usac.org/_res/documents/li/pdf/nv/LI_Worksheet_NVstates.pdf
http://www.usac.org/li/program-requirements/de-enrolling/
http://usac.org/li/tools/nlad/benefit-transfers.aspx
http://www.usac.org/_res/documents/li/pdf/forms/LI_Recertification_nonNVstates.pdf
http://www.usac.org/_res/documents/li/pdf/forms/LI_SP_Recertification_nonNVstates.pdf
http://usac.org/li/program-requirements/recertify-subscribers/usac-elected.aspx
http://usac.org/li/program-requirements/recertify-subscribers/form555.aspx
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Index of Website Links – cont’d 

 

Section 11 - Lifeline Reimbursement 
 
 http://usac.org/li/program-requirements/receive-payment/ 
 

 

http://usac.org/li/program-requirements/receive-payment/
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