PHONE SERVICE

Supported by Federal Lifeline benefit a Government sponsored program.

BENEFITI YOU PARTICIPATE IN
 Foob STAMPS MEDICAID : FREE

LUNC H PUBLIC HOUSING Ssi
OR MEET INCOME REQUIREMENTS

DATE:

TIME:

PLACE:

80811#
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POWERED BY BOOMERANG WIRELESS PROGRAM PROVIDER.

Lifeline is a government assistance program. enTouch Wireless represents the Lifeline service in your state. PLEASE NOTE: You have to be eligible to receive Lifeline services. A current government

benefit card or income document and your government issued ID is needed to sign up. Lifeline is avallable to only one person per household and is not transferable to another person, Willfully making

a false statement to obtain the Lifeline benefit is punishable by fines, imprisonment or being barred from the program. 911 calls can be placed from your handset even if no minutes are available. 911

Emergency Service is avallable where wireless service is located, which can be reduced by buildings, weather, mountains, etc. If your phone is out of range In an emergency dial 911 from a landline phone.
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PHONE SERVICE

Supported by Federal Lifeline benefit a Government sponsbred program.

DATE:

TIME:

PLACE:

eNTOUChWIRELESS

POWERED BY BOOMERANG WIRELESS
AN APPROVED LIFELINE PROGRAM PROVIDER.

Lifeline is a government assistance program. enTouch Wireless represents the Lifellne service in your state. PLEASE NOTE: You have to be eligible to receive Lifeline services.
A current government benefit card or income document and your government issued ID is needed to sign up. Lifeline is available to only ane person per household and is not
transferablg.to another person. Willfully making a false statement to obtain the Lifeline benefit is punishable by fines, imprisonment or being barred from the program. 911 calis
i from ygur handset even if no minutes are avallable. 911 Emergency Service Is available where wireless service Is located, which can be reduced by buildings,
talng; etc. If your phone is out of range in an emergency dial 911 from a landline phone.
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$43,889

$27.216 $49,566

$32,805

$65,202
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Arizonz Gnrpnrll!on Cammllllon
1200W. Washi + Phosnix, AZ. Toli Froe: 800.222.7000

Colorato Publlc Utilitlas Commission Gonsumer Affalea

Toll Froe: 800.466,0858 Fax: 303.804.2522 E-mal: dora_puo_compiainis@siale.caus

Kanaas Corporation commlulan, Offica of Pubilic Affalrs and Gonaumer Protaction
1500 W Arrowhead Road + Topeka, K5 85804 Topeka: 785.271,3140 Toll Free: 600.662.0027
Voaring/ Spaech impaired s YO Kenssa Reley Centor 6007688777

Minnasota Publlc Utilitles Gammiszion
121 7% Place E.  Suita 350 » Saint Paul, MN 65101-2147 Tolt Free: 600.857.3762 Fax: 651.207.7073

OKlahioma Corparation Commisslon
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Washington Stats Office of the Attorney Ganeral
005+ Ave. Suito 2000 » Seallio, WA + 86104-3188
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Abbreviated Terms of Service for Communication Services

The Terms of Service are part of your
agreement with enTouch Wireless for
Mobile Services.

Acceptable Use Policy {AUP): enTouch Wireless
service is for live, personal use only. Unlawful,
fraudulent, harassing, or abuslve behavior Is not
acceptable. The service is not for business use.
enTouch Wirsless reserves the right to monitor and
suspend users based on the AUR. Using more than
3,000 units in 30 days or less may trigger an account
review. enTouch Wireless may change you to another
plan or suspend setvice to protect our network and
business. See our complete AUP in the Terms of
Service at: www.entouchwireless.com.

Phone Number: We assign telephone numbers
and other personal identifiers In connection with
the Services. You do not have any property right
to your phone number. it may be changed or
reassigned.

Phones and Other Equipment: The only warranties
on the phones or other equipment are any limited
warranties extended by the manufacturers.

Lost or Stolen Equipment: If your phone or other
equipment is lost or stolen, you must notify us by

calling enTouch Wireless Customer Support. You are
responsible for all charges for Services provided to
the Number for the lost or stolen equipment. We

will deactivate Services to the Number upon
notification to us of any loss or theft. if the equipment
is later found, we may require that you exchange it for
another phone or other equipment before we
reactivate Services {if we do reactivate Services), as
well as require you to pay a reactivation or
replacement fee of $25.00.

Service, Prepald Services: Upon certification of
eligibility, and cantinuing ellgibility, you will receive
free voice services. This positive account balance
will be applied every 30 days on the anniversary of
your service activation. You must maintain an ACTIVE
ACCOUNT every 60 days: by having voice usage
(inbound or outbound); by buying additional product;
or by responding affirmatively to our queries
ragarding your desire to continue to receive services.
You are required to recertify annually.

Misuse of Service: You have certified your eligibility
to receive free services under the federally funded
Lifeline program. If your sligibility to participate in this
program changes, you agree to immediately notify
enTouch Wireless at 866.488.8719. Lifeline is a
non-trasferable benefit. You agree not to use the
service or modify your handset in any fraudulent,

unlawful, harassing, or abuslve purpose, orin such a
way as to create damage or risk to our business.

Exchange Policy: Defective handsets or other
defective equipment provided at no cost to you may
be sligible for exchange within 30 days of receiving
the device. To exchange a defective handset, please
call Customer Support at 866.488.8719 to obtain a
Return Authorization and shipping instructions.

Concerns, Complaints or Disputes:-if you have
questions, concerns, comments or complalnts,
please contact enTouch Wireless at
www.entouchwireless.com or call Customer Support
by dialing 611 from your cell phone (does not use
your Lifeline minutes) or dlaling 866.488.8719 from
another phone.

Termination of Access: enTouch Wireless may
terminate your access without notice, for any
conduct that enTouch Wireless, in its sole discretion,
believes to be harmful: to individual users; to enTouch
Wireless or any of its affiliates; to any rights of
enTouch Wireless or any third party; or that violate
applicable laws.

For the complete Terms of Service visit:
|_phone_ti

Arizona Corporation Commission

1200 W. Washington St. » Phoenix, AZ 85007
Local; 602,542.4261 Toll Free; 800.222,7000

Colorado Public Utilities Commission Consumer Affairs
1560 Broadway ¢ Suite 250 « Denver, Colorado 80202
Toll Free: 800.456.0858 Fax: 303.894.2532
E-mail; dora_puc_complaints@state.co.us

Kansas Corporation Commission,
Office of Public Affairs and Consumer Protection
1600 SW Anrowhead Road « Topeka, KS 66604
Topeka: 785.271.3140 Toll Free: 800.662.0027
Hearing / Speech Impaired at TDD Kansas Relay Center: 800.766.3777

Loulsiana Public Service Commission
Galvez Building, 12th Floor * 602 North Fifth Street
P.O. Box 91154 » Baton Rouge, Loulsiana 70821-9154
Local: 225.342.4404 Local: 225.342.4909
Toli Free: 800.256.2397 Fax: 225.342.2831

Minnesota Public Utilities Commission
121 7™ Place E. « Sufte 350 + Saint Paul, MN §5101-2147
Toll Free: 800.657.3782 Fax: 651.297.7073

Oklat e tion C 1

PO, Box 52000 - Oklahoma City, OK 73152-2000
Local: 406,521.2331 Toll Free: 800.622.8154

Washington State Office of the Attorney General
800 5" Ave. Sulte 2000 + Seattle, WA + 98104-3188
Toll Free: 1.800.551,4636 {in Washington only}
Local: 206.464.6684
Washington State Relay Service for the Hearing Impaired: 1,800,833.6388
www.atg.wa.gov
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Phone #:

My ESN:

Anniversary Date*:

~
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866.488.8719

*Your minutes will be added every 30 days from this date.
*Sus minutos estaran agregados cada 30 dias desde esta fecha.

~
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POWERED BY BOOMERANG WIRELESS

Contact st

www.entouchwireless.com | 866.488.8719

#11768 - 9.6.16

WMC pers now/

What should | do when | receive my phone?
When you receive your phone in the mail, follow the instructions below.
Once you call to Activate, your Lifeline Minutes will be activated on your phone.

What features come with my phone?

You will have excellent coverage with national wireless networks. Free 411
calls, Voicemail, Call Forwarding, Three Way Calling, Data Enabled & other
features.

What do I receive with my service?

You will receive your free handset that is loaded monthly with your Lifeline
Minutes. Every 30 days after your activation date, your balance will
automatically reload on your phone as long as you have an ACTIVE
ACCOUNT. If you have not used your phone in 60 days your Lifeline
service will be deactivated.

Can | get more minutes, text or data?

You can add voice minutes, texts, and data at any time, See backside for
more talk, text & data plans. Look for these brands to top up with at your
focal retailers or call Customer Support at 866.488.8719 to top up.

Lifeline is a government assistance program, enTouch Wireless represents the Lifeline service in
your state. PLEASE NOTE; You have to be eligible to recelve Lifeline services. A current government
benefit card or income document and your government ssued 1D is needed to sign up, Lifeline Is
avallable to only one person per household and Is not transferable to anather person. Willfully making

a false statement to obtaln the Lifeline benefit [s punishable by fines, imprisonment or being barred from
the program. 811 calls can be placed from your handset even if no minutes are available. 811 Emergency
Service Is avallable where wirelass service is located, which can be reduced by buildings, weather,
mountains, etc. Jf your phone is out of range In an emergency dial 911 from a landline phone.
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Follow these easy steps to get started. We will help you get started, answer

I~
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enfouch

RELESS

POWERED BY BOOMERANG WIRELEGS

questions and give options to purchase more talk, text or data.

Welcome to the Lifeline Program.

Activate Phone: Call 319.471.4802 before leaving event
to activate.

Phone Number: Your phone number is located on the
inside of the battery door and circled on the outside
sticker of the bag you received your phone in.

Free Minutes: You get free minutes monthly from
Lifeline. (Programs vary by state.) Minutes will
automatically reload on your anniversary date.

Keep Active: Make a call on your phone regularly to keep
plan active. No use in 60 days will deactivate your device.

Check Balance: Dial 611 on your Lifeline phone.
Press 1 to hear balance.

Your Phone Company is enTouch Wireless
powered by Boomerang Wireless.

Questions? Dial 611 on your Lifeline phone or call
866.488.8719 from a land line phone.

Active el Teléfono: Liame al 319.471.4802 antes de salir del
evento para activar su teléfono.

Numero de Teléfono: Su nimero de teléfono se indica en
el interior de la tapa de la baterfa y también estd encerrado
en un circulo en la etiqueta exterior de la bolsa en que le
entregaron su teléfono.

Minutos Gratis: Cada mes, Lifeline le da minutos gratis. (Los
programas varian segtin el estado.) Los minutos se cargan
automaticamente cada mes en su fecha de aniversario,

Manténgalo Activo; Use el teléfono con regularidad para
mantener activo su plan. Su dispositivo se desactivard si
no lo usa en 60 dias.

Compruebe: Marque 611 desde su telefono Lifeline.
Presione 1 para escuchar el balance.

Su Compaiiia de Teléfono es enTouch Wireless
powered by Boomerang Wireless.

Preguntas? Marque 611 desde su teléfono Lifeline
o llame 866.488.8719 desde un teléfono.

\ Press 1 to hear your air

time balance. to your cell phone.

Presione 1 para escuchar
su balance de minutos.

Presione 2 para anadir
minutos a su telefono
celular.

Questions? Access Information from Your Phone.

Dial 611 from your Lifeline phone or call 866.488.8719.
¢Tiene preguntas? Marque 611 desde su teléfono Lifeline o Hame 866.488.8719.

/L Press 2 to add minutes

L} Press 4 to find out your

5 Press 3 for assistance
anniversary date,

with your phone.

Presione 4 para saber
su fecha de aniversario.

Presione 3 para obtener
ayuda con su telefono.

Want More Talk, Text or Data?

Customer Support:

Se requiere tarjeta de débito o de crédito.

Price TalldToxt Unlts Data All plans are

30 day plans.

Rates are
subfact to
change

*Subject to
the 3000
units and
Acceptable
Use Pollcy

¢Necesita mMas MIiNUtOS? &s fci ariadire minutos a su teléfono. Vea los detalles del plan al dorso.

Follow the directions below to top up through Customer Support or at your local retailer.

Dial 611 on your Lifeline phone or call 866.488.8719
from a land line phone. Debit or credit card required.

Marque 611 desde su teléfono Lifeline o llame 866.488.8719.

airfair )))

wireloss

Check our website for a retail location
near you | www.entouchwireless.com

Tiendas: Busque las tarjetas de recarga en
las siguientes tiendas locales.

Dial 411 from your phaone. Veice prompts walk
you through your search.

Call to find your nearest 7-Eleven for top ups
or to find your locaf doctor, government office,
schoof and other services.

Standard phone connection and text rates apply.

411 Directory Assistance.
FREE!
No extra fees.

WIRELESTSS

POWERED BY BOOMERARG WIRELESS

email: support@entouchwireless.com

955 Kacena Rd, Ste A
Hiawatha, IA 52233

 866,488.8719

6 [

www.entouchwireless.com




YOU WILL NEED
USTED NECESITARA

GOVERNMENT ISSUED PHOTO ID

IDENTIFICACION CON FOTOGRAFIA
EMITIDA POR EL GOBIERNO

Supplemental
® ' Nutrition

Assistance - : : :
Program PROGRAM ELIGIBILITY DOCUMENT CARD:
Putting Healthy Food IE, SNAP, MEDICAID, SSI, FREE LUNCH
Within Reach TARJETA DE DOCUMENTO DE ELEGIBILIDAD
PARA EL PROGRAMA: POR EJEMPLO, SNAP,
MEDICAID, SSI, ALMUERZO GRATIS
SOCIAL SECURITY
NUMBER

#1234

TLIT#

eNlOUCNWIRELESS

POWERED BY BOOMERANG WIRELESS
An approved LifeLine Program provider.

Lifeline is a government assistance program. enTouch Wireless represents the Lifeline service in your state. PLEASE NOTE: You have
1o be eligible to receive Lifeline services. A current government benefit card or income document and your government issued ID is
needed to sign up. Lifeline is available to only one person per household and is not transferable to another person. Willfully making a
false staternent to obtain the Lifeline benefit is punishable by fines, imprisonment or being barred from the program. 811 calls can be
placed from your handset even if no minutes are available. 811 Emergency Service Is available where wireless service is located, which
can be reduced by buildings, weather, mountains, etc. If your phone is out of range in an emergency dial 911 from a landline phone.

www.entouchwireless.com



250 FREE MONTHLY MINUTES

Local Calls Y
National Long Distance Y
Voicemail Y
Nationwide Text Y -1 text =1 min.
Free 411 Y

Data Enabled (website and email) 10mb

Carry Over Mmutes Month to Month N

TRIBAL 1100 PLUS BUNDLE PLAN

Local Calls Y

National Long Distance Y

Voicemail Y

Nationwide Text Y -1 text = 1 min. . . LS
Free 411 Y - Q“'%i?ﬁ"’: ?))

Data Enabled (website and email)
Carry Over Mlnutes Month to Month

refoad your Lifeline phone

”You must reslde on Federally Re

ELIGIBILITY PROGRAMS & INCOME LEVELS

Supplemental Nutrition Assistance Program (SNAP) Medicaid

Supplemental Secunty Income (SSI) ( Food Distribution Program on Indian Reservations

Low-lncome Heat & Energy Assistance (LIHEAP) Tribally Administered TANF

LSectlon 8 Federal Public Housing Assistance Bureau of Indian Affairs General Assistance

Temporary Assistance for Needy Families (TANF) Tribally Administered Head Start
{meeting the income qualifications of Head Start)

National School L.unch Program (NSL) Free Program Only

# Persons in Household Income # Persons in Household Income

1 $16,038 5 $38,394

2 $21,627 , 6 $43,983

$27,216 $49,586

$32,805 : $55,202

Lifeline is a government assistance program, enTouch Wireless represents the Lifeline service in your state. PLEASE NOTE: You have to be eligible to receive Lifeline
services. A current government benefit card or income document and your government issued ID is needed to sign up. Lifeline is available to only one person per
household and is not transferable to another person. Willfully making a false statement to obtain the Lifeline benefit is punishable by fines, imprisonment or being
barred from the program. 911 calls can be placed from your handset even if no minutes are available. 911 Emergency Service is available where wireless service is
located, which can be reduced by buildings, weather, mountains, etc. If your phone is out of range in an emergency dial 911 from a landline phone.
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Arizona Corporation Commission
1200 W. Washington St. » Phoenix, AZ 85007 Local: 602.542.4251 Toll Free: 800,222,7000
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Colorado Public Utilities Commission Consumer Affairs
1560 Broadway + Suite 250 + Denver, Colorado 80202
Toll Free: 800.456.0858 Fax: 303.894.2532 E-mail: dora_puc_complaints@state.co.us

Kansas Corporation Commission, Office of Public Affairs and Consumer Protection
1500 SW Arrowhead Road - Topeka, KS 66604 Topeka: 785.271.3140 Toll Free: 800.662.0027
Hearing / Speech Impaired at TDD Kansas Relay Center: 800.766.3777

Minnesota Public Utilities Commission
121 7% Place E. « Suite 350 - Saint Paul, MN 55101-2147 Toll Free; 800.657.3782 Fax: 651.297.7073

Oklahoma Corporation Commission
PO, Box 52000 + Oklahoma City, OK 73152-2000 Local; 405.521.2331 Toll Free: 800.522.8154

Washington State Office of the Attorney General
800 5™ Ave. Suite 2000 + Seattle, WA + 98104-3188
Toll Free: 1.800.561.4636 {in Washington only)  Local Phone: 206.464.6684
Washington State Relay Service for the Hearing Impaired: 1.800.833.6388 www.atg.wa.gov
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Boomerang Customer
Complaints
(as of August 25, 2016}

Current Lifeline subscriber
stated his phone broke. He
attempted a BYOD with
Customer Support and it was
not successful. Wants
assistance to proceed.

enTouch policy for CA customers where we will replace a damaged device one time
per year at no cost to the consumer. This customer first called on 01/27/16 to
inform that he had damaged his phone and wanted to know his aptions for

The agent y inf Mr. Buck that we would send a one-
time replacement at no cost to him. However Mr. Buck informed the customer that
he was in the process of moving and could not provide an address for us to mail the
new phone to. Because of this, the BYOD option was discussed, and was pursued.

Multiple BYOD attempts were unsuccessful, which drove this complaint.
Unfortunately we are only allowed to BYOD certain devices, and we cannot know for
sure if an individual device s eligible until the specific ESN is checked.

On 02/01/16 we reached out to Mr. Buck again to see how he preferred to resolve
the issue, He notified us at this point that he now has an address, and we agreed to
ship a replacement device to this address, which again is no charge to the customer.
We do require customers to send back the damaged device first, which Mr. Buck
understands. As soon as that is received, we will be shipping his replacement
device,

Customer is satisfled at this time.

Arizona

Arkansas.:

California n/a nfa 4
o
¥ o FCC Complaint (tkt# 784696}
-]

Fce = Q| Phonenot
El E working. {FCCpassed on the complaint and
S ~ asked us to assist customer.
Pagelof7

Boomerang Complalat Matrix



BBB

Complaint #2

3/28/2016

Boomerang Customer
Complaints
{as of August 25, 2016)

B8B Complaint - {Case #
32097436)

8BB forwarded that customer
wasn't able to sign up for
enTouch Service without
Jattending live event or

Consumer was notified by his
ETC that it's going out of
business and he needed to
transfer benefit to another
ETC. Consumer went to CA
Lifeline website and completed
3 Renewal Form (with his
current ETC). Consumer s
upset and questioning why his
service hasn't transferred to
enTouch.

enTouch Customer Service and
PUC CAB both explained that
consumer peeded to complete
Lifeline Application with new
carrier.

Consumer refuses since heis
already approved from CA
Lifeline. Customer refuses to
talk with us or complete
application.

{another provider. We feel there was never any wrong doing which

enTouch cannot sign an applicant up for Lifeline without the applicant
completing an application so that we can process the order and confirm
with CA Lifeline Admini that the appli is eligible and Is transerring:
the tifeline benefit to enTouch.

Response to BBB ---

Mr. Brown is not a customer of enTouch Wireless. He was interested in
transferring his existing Lifeline benefit to enTouch Wireless, but ultimately
did not agree with the rules and the required process. At this time we are
under the assumption that Mr. Brown no longer wishes to transfer his
service to us, and is instead choos|ng one of the multiple other providers for:
the Lifeline service.

The customer's first complaint is that he needed to attend a live event to
transfer his service to us, and that we were breaking some law by not
having a live event in his area. Of course we are not required to have live
events anywhere, and we choose live events based on multiple business
factors. Califarnia is a large state, and to think we can be In all places at all
times is simply unfair, As to needing to be at a live event to transfer service,
this was a rule of the CA PUC, not an enTouch Wireless rule.

Mr., Brown did not agree with this and felt we were intentionally misleading
him. in an effort to reassure him that this was not the case, we did a
conference call with the customer and the CA PUC on-line. The CAPUC
representative confirmed that {at that time) the transfer needed to be done
at a live event. The customer told them and us that we were wrong, and
ended the call.

At this time it would appear that the customer has chosen to go with

warranted this complaint, and certainly consider the matter closed at this
time,
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States - Lifeline been
distrituted

BBB

Complaint #3

3/28/2016

Phone not
working.

Boomerang Customer
Complaints
(as of August 25, 2016)

BBB Complaint (Case #
32097442)

B88 forwarded that
customer's phone not
working and he could not get
it resolved with enTouch
Customer Service,

Customer’s enTouch cell
phone was not working,
and he made multiple
attempts with enTouch
customer service to get
phone to work, When the
last attempt didn't work
and we would have to
switch phones, the
Customer then informed
enTouch he had another
enTouch phone.

of Resolution

(enTouch Response to BBB 3/30/2016)
Unfortunately not all issures are as easy to resolve as we would like them to,
especially when dealing with trouble-shooting a phone over the phane. The
issue was first reported on 03/25, and the agent attempted to walk the
customer through the necessary steps to resolve the Issue. That did not
work, so they opened a ticket for our technical team to follow-up with the
customer. On 03/26 that team attempted to reach the customer to no avail.
On 03/28 we spoke with the customer three times, and again were unable
to resolve the issue. The customer stated he had another enTouch phone,
which we were not previously aware of, On 03/29 we swapped the other
device he had onto his account, and made a successful test call. The
customer has a working device.

We apologize for the delay and outage, as it was not our intent. We made
multiple attempts to correct the situation, eventuslly doing so. 1tis in our
best interest as well as the customers to resolve all issues on the first call,
however that is not always possible.

At this time it would appear that the customer has chosen to go with
another provider. We feel there was never any wrong doing which
warranted this complaint, and certainly consider the matter closed at this

time.
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States - Lifelle b
. distrituted

‘GovtEntitles
/Noticed

FCC

Complaint #4
04/07

Type

Cdmplalnt

Claimed
phone was
turned off

without
notice; and
that we did
not allow

benefit
transfer.

Boomerang Customer
Complaints
{as of August 25, 2016)

FCC Complaint, (tkt# 861528)

FCC passed on the complaint
and asked us to assist
customer.

. Description of [ssue |

Consumer got the phone
and it worked for 15-20
days then the carrier
turned it off without
notice. Consumer wants
to change service and
have intouch turn off her
service with them so she
can go to another
provider, Consumer
trying to find out how to
get the carrler to turn the
phone off.

Sl;mmary of

This customer cancelled their service with enTouch Wireless on 03/14/16.
She had previously called and requested our uniimited service offering,
which is available to Califarnia customers for $20. Per the phone call, she
did not want to pay $20 for unlimited and was under the impression it was

free. However our fard pack for CA at that time allowed
for 1100 unites of talk/text, We advertise at each booth when customers
enroll for service, the opportunity to add unlimited service for $20.
Nowhere in our materlals did it state this service was free.

The comment that the “phone worked for 15-20 days then the carrier
turned it off without notice” is incorrect. She started service on 02/10/16
and then called us and told us to close her account on 03/14/16. The
complaint also states the customer has been without service for 6 weeks,
which would seem unlikely as it has only been three weeks since she
cancelled the account with us, Additionally our records show that on
03/24/16 she transferred her Lifeline benefit from enTouch Wireless to a
new carrier, starting service with them.

This complalnt also states the customer wants a copy of the contract. Thisls
a Lifeline free benefit phone, there is no contract. All terms and conditions
were provided when she enrolled in our service, and are available at
www.entouchwireless.com. Customer support can be reached at 866-488-
8719.

| see the original complaint was made on 03/14/16, which is the same day
she called to cancel her account with us. | am guessing she wanted to
immediately enroll with another carrier, but was not alowed to as it would
have shown at that time that she was still enrolled with us, We cannot
make this happen immediately, and need to follow the process the CA PUC
has in place. We submitted the canceliation immediately, however it can
take up to a week hefore it clears thelr system,

Given that thls customer enrolled with a new carrier on 03/24/16, this to be
anon-Issue.
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Complaint #1
08/11/2014

Customer not
tecejving .
_monthly”
minutes.

Boomerang Customer
Complaints
(as of August 25, 2016)

A tlon taken by Relevan
Govermental Agencv

Sentiemail ingliiring aboiit
complaint. - Directed ;
Boomerang to.respondidirectly.
to customer,

subscriber's adult son .
contacted USAC on, beha|f of
his mother, Ll Subscnber, e
her claim that she recertified in
July and a‘weekfater she had.
noavailable minotes. LL:
Subscriber son had requested
detaited statement of LL
subscriber's usage and has not
received the ddcumentation.

|information: Addressnng 1and 2, as a-result of this complamt, enTouch iD'ed:a’;

Thns complaint has 3 issues that occured 1) a system time outissue at enTcuch, 2)
an Customer Service Rep error; and 2) A non-account owner.requesting CPNL

seldom and random oceuring timeout issue where the system auto reload is missed.
enTouch has trained Customer Service fo recognize the issue'and to reload momhly
units manually wnhm 6 huss hours. of dlscovery.

The !hlrd Issue is the son's CRNI mfu requesl: i this specific case, the cust svc agent
wha:initially handied the call incorrectiy informed the LL subscriber she had used-all
of her monthly atlowanice. To'dispute‘this; the subscriber’s son requested via phone
and email; . copy of the call logs. Per FCC.and:CPNI regulation’s; we can only honor
this request if made by the acct owner, which we tried explaining to the son. As this
dialogue was takmg place; we identified and corrected the issue, ellmlna(mg the
need for. the caII Iogs tg| he sent,

Minnesota
Mississippi
Missouri
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Michigan BSC

COMPLAINT #1

wants phone
service
reconnected,

complaint, = Directed
Booimerang to respond directly
to customer;

Georgia n/a n/a n/a nfa [+
n/a n/a W3 n/ai| 0
0 0 Q 0 0
nfa 0 0 T ] &
Kentucky nfa 0 [ ] 0 _— —
Lotilslana n/a nfa nfa nfa n/a : ' =
Maryland 0 0 l [ 0 0
Michlgan ~“Total] 0 0 I 0 1|0 :
7 Cuistomer-" | Sent email InquiW

: | subscriber was tobe

disconnected for non-usage.
On day 62 resumed use of

"“[phone and the system/process

failed to disconriect. Upon

“{follow-up processes, the miss

- |was discovered and the

customer was dlsconnected

shlpped out 3/27/2015;

enTouch explained to customer \hat he failed to comply with the 60- day non-usage
rule; and due toa system/pmcess error he was ot disconnected as scheduled'in
December-2014, and he received over 2 additional months of service from enTolich.
(Subsrdv to USAC gre refunded via 497 Resubmittal process.) Upon discovery.of the
error, he had been de-enrolled from the Lifeting program for. fallure to.cure 60-day
non-usage ‘effective retroactively in fate December 2014. Per FCCrules; enTouch
explained !hax he could either 1) g0 to a préepald non: -Lifeline planand be'issueda
new phone number; or 2) app|y agaln for the Lifeling program and if approved he.s
would be Issued anew phone-t number and phone If desired.

enTouch sent u{ellne appllcatlon and |nstrucl|ons to the customer When customer
failed to respond Via mail; enTouch called custorner ‘and.he then submitted paper
work.via email, The application was processed approved and:the phone was




Boomerang Customer
Complaints
{as of August 25, 2016)

| Number of Complaints
S e tion taken by Relevant
Govermental Agency
North Dakota
Ohio
Oklahoma : Total ] Customer called regarding .| Attempted to notify customier of error made by representative thatrésultedin
: G 'I;elephcne E batter\( replacement, - discannection of phone number: When phone.is disconnected, we are unableto”
eee . 2 e foreis Following ca!l, phone did not- |retrieve orlginal number. We offered’ to reprogram current phone with new number
i SR : work. Customer informed: when erfor Was first discovered, but customerrefused,
2 “Changed nymberwas changed, < Bt s . : E g
i ’ s Lsentemailinguiring about Customer.wants original Per USAC and OKAG inquiries; we attempted contact with customer with info in file
‘ 4 ; Telephone complaint: + Directed nmber back: and renawed offer of reprogram existing phone and offered replacement phorne.
USAC :Number. Boomerang.to réspond directly Per OKAG" s inquiry form identifying new address, we overnighted fetter again;
Ch‘a"ged to customey. has failéd to respond; Due FCC60-day non-usage rule, customer will need
OK Attofney Teléphone {5entletter and OKAG comipfaint toreapply and prove eligibility for Liféline service,
Genaral (OKAG)‘ “Number. response form for enTouch 0
¢ “Changed. complete:
oK Carpoiation Telephone. [ e L m e o
Commission: ‘Number | None’ 50 i
(0CC) ‘Changed S . G
Oregon na | oa [ wa [ naf o [ — 7} — | |
[sGuth caralina - - colbefro o f TR B
Texas Na | o 0 o o [ [ |
Washington Totall n/a | “n/a n—_ ; - o - :
Attoney General Phone stopped | sent Istter and forwarded: o Asof 03/05/14 this customer has'a working phone and is recelvlng the nion-Tribal-. -
of Washington : working after - |complaint requesting response - (Phone stopped Lifeline. Beneﬁ
B A cAdstday. by 3/17/2014 making/receiving calls after 1st 3
sl i day. Customer returned to The issue stemmed frcm input errors at time of enroliment when the address was )
Lg - event and was Issted " "Inot on Tribal Larid and the Tribal package was selected. The application failed
Vo replacement:phone, which system chiecks and the audit - as it should,” The system blocked the service (due to
] stopped making/receiving calls | plan.and address mismatch) and phone stopped-working.. We have now Identified
% “oi:[after.2 days. When customer | these process Errors and ccrrecled !hem
8 called Customer Service ('CS") : )
via 611,.CS could not: Once non- Trlbal plai maiched address n the aécoulit; MF. Johnson's phone was
find/access customer account; | activated and warking. Subscrlbers who donot reside on Reservations can only
> - i receive, non-Trlhal plans. < i 8
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onl Govit Emlﬂi’es’
. Noticed

of Com l/aints -

CML2016

Denied Lifeline

sve from

enTouch even
thouigh he has

Boomerang Customer

Complaints

{as of August 25, 2016)

£CC Complaint (tkti 1077632)

FCC passed on the complaint and. E
asked ds to address customer's

Thg’applicént claims enTouchv

Y 2 “{constimer In Washington, we are re
“{Wireless has denied him the ! Blon, we are [

The éorisumer was not denlied Lifeline service:by enTouch:Wireless: The state of
‘Washington utillzes-a database for specific eligibility programs. When(enrolllng )
uired to check the database for the specific

i g d'?”"ﬂf tags, Comylalnt. . el b ot he e progra{-;ns. Upon chefkmg the eligibility for this consumer, we received a message
o) ; , S < |that this-consumer failed the state:database check; therefore; the consumer needs
: & qualificd a5 disabled veteran. to provide proof of eligibility for a pragram other than the State Database Programs
2 _éi' Furthérmore; dpe to his: SN plog b " k e !
S ;zr:_?yr‘:t:;Papr:':":::;::’::er As of 7/22/2016, we have atfempted mulltiple times to Teach out to Mr. Boshear
by other ETCE/- - |(using the #:provided.in the ticket) to obtain a different eligibllity document, He has
H 3 notanswered-our calls'nor has he responded to any of the'voicemails we have left
k him; . REP g e
: /i
|West Virginia | nfa n/a n/a nfa 0
[wisconsin n/a 0 0 0 0" FCC passed on the complaint g i
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