
Access Wireless (i-wireless Lifeline)
Proposed ProcedureslMeasures to prevent duplicate phones from being issued to one head­
of-household

i-wireless is committed to preventing Lifeline fraud, waste and abuse. In addition to what
iwireless has already committed to in its Compliance Plan and prior ex parte letters, iwireless
would commit to maintaining and implementing the following procedures and measures to
reduce the possibility of signing up a customer for our Lifeline service who already has Lifeline
service with another provider. These procedures would be in place pending the Commission's
issuance of new rules in its pending Lifeline rulemaking proceeding, and would be modified to
conform to those rules and orders, once issued.

i-wireless' business model is such that we have had contact with the majority of our Lifeline
customers, whether over the phone with a Solix call center representative or in person with a
Kroger/i-wireless representative. These methods of signing up customers will continue to be the
prevalent means of subscribing eligible customers.

A. Improved in-take communications at sign-up to highlight that Lifeline is available
only on a one-per-household basis. For customers that sign-up over the phone, Exhibit
A shows the call center script that i-wireless would use to better prevent the customers
from receiving duplicate Lifeline phones. For in person sales, Exhibit B entails the sales
training document/checklist i-wireless would provide to a customer service representative
for use when a representative is signing up a potential Lifeline customer in person.

B. Improved applications and collateral materials. While the majority of our business is
coming from and should continue to come from situations where we have the customer
live, we want to make sure that we reinforce the limitation of one Lifeline phone per
head-of-household during the customer education/information cycle (collaterallliterature
and the web) as well as when a customer obtains an application and fills it out for
themselves:

1. Application/Collateral-

a. i-wireless would add the following to our application and collateral: "Note:
By law, the Lifeline program is only available for one phone per
household." We would place this language in a conspicuous place to ensure
it is not overlooked. For example, we would modify page 2 of the attached
application/brochure* to place this advisory underneath the rate plan section,
in the middle of what is currently the large white space. It would be in bold in
an offsetting color and sufficient font to make it hard to miss (example above).

b. i-wireless would also revise the form of its current disclosure statement to
better ensure that customers read and review the statements to which they are
attesting, including initialing each statement.:

Disclosure Statement: By signing below, I certify under penalty of perjury - (additionally,
please initial each of the 4 statements below)

1. The information contained within this application is true and correct. I acknowledge that
providing false or fraudulent documentation in order to receive assistance is punishable by law.



2. I understand that Lifeline is only available for one landline or wireless phone line per
household. I am the head of household and will only receive Lifeline from Access Wireless.

3. Furthermore, I certify that I will only use this"phone for my family's own use and will not
resell it. _

4. I will notify Access Wireless immediately if I no longer qualify for Lifeline, or if I have a
question as to whether would still qualify. __

2. Website - At the point on our website (www.accesswireless.com) when a customer
inputs his/her zip code to verify that Access Wireless/i-wireless offers service in their
area, we would use a flashing message (to draw attention to it) that says "Note: By
law, the Lifeline program is only available for one phone per household."l We
would place this message underneath the graphical icons, above the "How to Qualify"
section.

*Each page of the application will be 8-112" X 11", so it will be larger than viewed in the
version attached.

1 You can view this screen by inputting a valid zip code (e.g., 60007).



Exhibit A
Access Wireless (i-wireless Lifeline) Call Center Script
Call Initiation - Part 1
Created February 4, 2011
Updated May 26, 2011 for discussions with the FCC

Greeting: "Thank you for calling Access Wireless. This is (Agent Name). May I please
have your last name and the state you are calling from?"

** Agent - Perform customer search while asking customer **

• "Are you calling for a new application or to check status?

• If status of application: "May I please have your address?"

• If new application: Validate that they are the head of household and that they are not
currently receiving a Lifeline subsidized phone with the following line of questioning:

a) "Do you currently have wireless or home phone service?" (if no, skip (b) - (e)

b) If yes: "Is that [wireless or home phone] service a subsidized service or do you pay
full price?"

c) If subsidized: "By law, the Lifeline program is only available for one phone per
household. Do you know if your current phone is subsidized under the Lifeline
program?"

d) If they are unsure: "Who is your provider for that service?" (Safelink, Assurance,
TSI/ Nexus Communications, Smith Bagley or DPI only offer Lifeline so go to (e)­
if a more ambiguous provider, e.g., Verizon, Pacific Bell or Illinois Bell, try to
question further to determine if they have Lifeline).

e) If it is Lifeline: "We cannot provide you with a second Lifeline phone. If there is a
problem with that service or you want to be on our service, you must first disconnect
your service with your other provider and then call back to establish service with us."

*If it is evident that they don't already have Lifeline service then click on add new
customer and fill out appropriate information.



ExhibitB
Access Wireless (i-wireless Lifeline)
Sales Training Materials
Updated May 26, 2011 for discussions with the FCC

Refer to the state specific one page Sales Information sheet for state specific, program
information.

If customer is interested in Lifeline service and is eligible under one of the programs or the
income threshold listed in the "Who is eligible to receive an Access Wireless phone and Free
Service?" section of the state specific infonnation sheet, please complete the following
procedures:

1. Ask the following questions:

a) "Do you currently have wireless or home phone service?" (if no, skip (b) - (f)

b) If yes: "Is that [wireless or home phone] service a subsidized or no-charge
service, or do you pay full price?"

c) If subsidized: "By law, the Lifeline program is only available for one phone
per household. Do you know if your current phone is subsidized under the
Lifeline program?"

d) If they are unsure: "Who is your provider for that service?" (Safelink,
Assurance, TSI / Nexus Communications, Smith Bagley or DPI only offer
Lifeline so go to (e) - if a more ambiguous provider, e.g., Verizon, Pacific
Bell or lllinois Bell, try to dig further to detennine if they have Lifeline).

e) If it is Lifeline: "We cannot provide you with a second Lifeline phone. If
there is a problem with that service or you want to be on our service, you must
first disconnect your service with your other provider and then call back to
establish service with us."

If it is evident that they don't already have Lifeline service, then proceed to 2.:

2. Click on "check customer's address" to perfonn an address check to insure there isn't
already an Access Wireless phone registered to that address.

a) If there is an active Access Wireless phone registered at that address, then
thank customer for their interest, explain the situation and say "by law, the
Lifeline program is only available for one phone per household".

b) If there isn't an active Access Wireless phone registered at that address,
proceed to 3.

3. Assist customer in filling out the state specific application. Use the application
guide/checklist to make sure it is filled out appropriately. Review the documentation
for program/income proof closely against the guidelines to make sure the
documentation meets the requirements.


