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Call Center Script
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... EXHIBITB

' if status of apphe&émﬂ “May I please have yaur address"”

If new ayplxcaﬁmn Vahdata that they are the head of household and that they are not

_:a)

.h)

©)

d)

“currently receiving a Lifeline subsidized phone with the follawmg line of quesuonmg

“Do you cm:rmtiy have wxreiess or home phone service?” (1f no, skxp (b}~ (e}

If yes: “Is that {wxreiess or home phone} service a subsxdxmd service or do you pay
full price?” .

If subsidized: “By law, the Lifeline program is -oniy available for one phone per
household. Do you know if your current phone is subsidized under the Lifeline
program?”

If they are unsure: “Who is your provider for that service?” (Safelink, Assurance,
TSI/ Nexus Cornmunications, Smith Bagley or DPI only offer Lifeline 5o go'to (e} ~
if a more ambiguous provider, e.g., Verizon, Pacific Bell or Ulinois Bell, try to
guestion further to determine if they have Lifeline).

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 vs.”

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



