TD/KEF

CA-20


DRAFT

Resolution T-16555

August 23, 2001

TD/KEF
DRAFT


PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

	Telecommunications Division
	RESOLUTION T-16555

	Public Programs Branch
	August 23, 2001 


R E S O L U T I O N
RESOLUTION T-16555.  TO APPROVE THE INTERIM MARKETING PROGRAM ASSESSMENT PROPOSED CONTRACT BETWEEN THE UNIVERSAL LIFELINE TELPHONE SERVICE MARKETING BOARD AND SJOBERG EVANSHENK CONSULTING FOR THE AMOUNT OF $115,170.00 TO IDENTIFY AND EVALUATE THE METHODS AND STRATEGIES USED IN THE INTERIM MARKETING PROGRAM PHASE I.

_________________________________________________________________

SUMMARY
This resolution adopts the Universal Lifeline Telephone Service Marketing Board (ULTSMB) proposed contract (contract) with Sjoberg Evashenk Consulting (SEC) to assess the Interim Marketing Program. 

The contract will enable the ULTSMB to retain SEC to conduct an assessment to identify and evaluate the methods and strategies used in the Interim Marketing Program Phase I by the contractors, sub-contractors, community-based organizations (CBOs) and the Call Center to reach and sign up un-served eligible Universal Life Telephone Service (ULTS) subscribers.  The contract will be for the amount of $115,170.00.  The findings of the assessment will be used to assist the ULTSMB in developing a permanent marketing plan and Request For Proposal (RFP).

NOTICE/PROTESTS

The proposed Interim Marketing Program Assessment contract by ULTSMB with SEC was filed with the Telecommunication Division (TD) of the California Public Utilities Commission (Commission) on June 6, 2001.   Notice of the filing was posted on the Commission Daily Calendar on June 7th, 2001.  No comment or protest has been received to date.

BACKGROUND

The Commission established the ULTS program in 1983 in response to the enactment of Public Utilities Code § 871, et seq. otherwise known as the Moore Universal Telephone Service Act.  The purpose of the ULTS program is to provide low-income households with access to affordable basic telephone service.  

In Decision (D.) 96-10-066, the Commission created the ULTSMB to serve as the entity responsible for marketing the ULTS program. In addition, in D.97-12-105, the Commission adopted a charter for the ULTSMB. As required by D.96-10-066, the ULTSMB will be developing a permanent market plan in order to devise competitively neutral marketing strategies, and oversee the implementation of ULTS marketing campaigns.   In the interim, however, the ULTSMB had done a market outreach and campaign, the effectiveness of which, as stated in the proposed contract with SEC, needs to be assessed.  Further, pursuant to D.96-10-066, the ULTSMB is required to develop an annual budget for marketing the ULTS program.  .  Finally, the ULTSMB will conduct a market study for the ULTS program in 2001 for the amount of $884,771.00 (Resolution T-16496, dated February 8, 2001).  
NOTICE OF AVAILABILITY OF CONFORMED RESOLUTION

In order to be consistent with the Commission commitment to utilize its Internet web site for the distribution of the Commission orders and information, TD has informed all telecommunications carriers of the availability on the Commission web site: www.cpuc.ca.gov , of the conformed copies of this resolution, when adopted by the Commission.  In addition, a hard copy of the conformed resolution will be mailed to all parties on the service list of R.98-09-005 and in I.95-01-021 / R.95-01-020.

COMMENTS

The draft resolution of TD with regard to this subject was mailed on July 15, 2001 in accordance with the Public Utilities Code § 311(g) to the parties in I.95-01-021 / R.95-01-020 and in R.98-09-005.   

No comments were received by TD regarding this resolution.
DISCUSSION
The ULTSMB proposed contract with SEC will be for a six months term and for the maximum amount of $115,170.00.  This contract directs SEC to provide to the ULTSMB, an audit report, that identifies and evaluates the methods used in the Interim Marketing Program.  SEC is required to provide the following services:

a) Conduct an audit and qualitative evaluation of the key components of the Interim Marketing Program.

b) Assess the outreach methods used by the Interim Marketing Program team.  Stratify the methods from the most effective to the least effective and provide rationale for the ranking.

c) Evaluate the quality of the marketing campaign including campaign development, campaign kick-off, production and media sources.

d) Evaluate the quality and effectiveness of advertising by target groups.

e) Evaluate the effectiveness of the Call Center (C&K).  This shall, at a minimum, include a performance assessment relative to language offerings, interaction with carriers, referral agent activities, educational performance, relevant staffing, etc.  Shortfalls identified should include suggestions and recommendations for improvements.

f) Determine the sufficiency of the staffing at the call center by time of day, day of week, language coverage as well as spikes in the number of calls received as a result of scheduled paid radio and television advertising.  Determine the extent to which queuing problems limited the effectiveness of the program.

g) Conduct one-on-one interviews with general contractor and subcontractors to assess the effectiveness of marketing and outreach strategies.

h) Conduct interviews with all CBOs; one third must be on-site.

i) Evaluate the Interim Marketing Program project, design and implementation, and determine how to make it more effective.

j) Identify areas for possible inclusion in the Permanent Marketing Program.

k) Prepare and present findings, problems and recommendations in writing to the ULTSMB.

l) Assist the ULTSMB with developing a Permanent Marketing Plan RFP.

The contractor, following the schedule of activities as covered by the contract, will accomplish the aforementioned tasks and in the process will submit a summary status report in writing, no later than the 5th of each month in arrears.  The contractor will work in cooperation with the ULTSMB’s Project Manager in developing an acceptable report format to the ULTSMB and the Commission.

After review of the ULTSMB proposed contract with SEC, TD found that the proposed contract contains the relevant elements of a contract, reasonable, and meets the state contracting rules.  TD recommends the adoption of ULTSMB’s proposed contract with SEC, subject to the following modifications:

a) On page 7, item E of the contract, apart from identifying what the Call Center does to evaluate itself, there is no clear indication as to how such evaluation should be performed by an outside party (i.e. SEC), wherein the title of this item refers to “Evaluate the Effectiveness of the Call Center, including its staffing sufficiency”.  As such, TD believes the evaluation criteria should include a measure of customer perceptions of Call Center staff and a measure of the impact of the Call Center on ULTS subscription levels.

b) On page 9, line one of the contract, “contractors; should be changed to “contractor’s”.

c) On page 12, line six of item 17, “to a allow” needs to be replaced with “to allow”.

d) The date of establishment of the ULTS program as stated in page one, line two of paragraph titled “Background” of SEC proposal (proposal) is incorrectly stated as 1984.  It needs to be corrected to 1983.

e) The second paragraph of the page 4 of the proposal reads “ Assuming the project begins in July 2001, the results of our audit and assessment of the interim marketing program will be submitted in a report by January 2002” should be replaced with “the results of audit and assessment of the interim marketing program will be submitted in a report to the board six months from the date of signing the contract by both parties and approved by the Commission”.

f) On line 5 of page of the proposal, the term “short period” should be more specific and replaced with a span of time (e.g. 2 or 3 weeks).  TD believes that considering the term of the contract and the  necessity of this interview as proposed by the contractor, a period of three weeks is sufficient enough to allow timely execution of the contract activities.

Contract Term and Budget

The term of this contract shall be six months contingent upon the availability of ULTS funds for the purpose of this program subject to the schedule of activities.  The ULTSMB shall have the option to extend this contract by giving notice to the contractor not less than sixty days before the end of the initial term.  In addition, this contract is subject to further restrictions, limitations or conditions enacted by the Commission and /or legislature which may affect the provisions, terms, or funding of this contract in any manner, unless earlier terminated by the ULTSMB and /or the Commission in accordance with the termination provisions contained in the contract.  The maximum amount of this contract shall not exceed $115,170.00.  This amount may be changed during the term of this contract only by the Commission approval of an amendment to this contract.  This contract is of no force or effect until signed by both parties and approved by the Commission.  Contractor may not commence performance until the Commission approval is obtained, and written notification is received from the ULTSMB project manager.

The ULTSMB will file a revised contract agreement incorporating the modifications discussed in this resolution.  The revised contract will be filed as compliance with the Docket Office and the TD within thirty days from the effective date of this resolution.

FINDINGS

1. The Telecommunications Division (TD) recommendations are reasonable and should be adopted.

2. The Universal Lifeline Telephone Service Marketing Board (ULTSMB) proposed contract with Sjoberg Evashenk Consulting for the Interim Marketing Program Assessment for a six month term in the amount of $115,170.00, as modified herein, is reasonable and should be adopted.

3. The proposed ULTSMB contract meets the State’s contracting rules.

4. The ULTSMB should file a revised contract agreement incorporating the modifications discussed in this resolution.  The revised contract should file as compliance with the Docket Office and the TD within thirty days from the effective date of this resolution
THEREFORE, IT IS ORDERED that:

1. The Universal Life Telephone Service Marketing Board (ULTSMB) contract with Sjoberg Evashenk Consulting (SEC), as contained in Appendix A of this resolution, for the ULTSMB Interim Marketing Program Assessment for six months, for the sum of $115,170.00, is adopted subject to the modifications/clarifications set forth in this Resolution.

2. The ULTSMB contract with SEC for the ULTSMB Interim Marketing Program Assessment shall be in effect for a period of six months from the effective date of this Resolution.

3. The ULTSMB shall have the option to extend this contract by submitting a notice to SEC and to the Director of the Telecommunications Division (TD) no less than sixty days before the end of the initial contract term.  In addition, this contract is subject to any further restrictions, limitations, or conditions enacted by the Commission and / or legislature which may affect the provisions, terms, or funding of this contract in any manner, unless earlier terminated by the ULTSMB and / or the Commission in accordance with the termination provisions contained in the paragraphs 39 through 41 of this contract.  The maximum amount of this contract shall not exceed $115,170.00.  This amount may be changed during the term of this contract only by the Commission approval of an amendment to this contract.  If funding for any fiscal year is reduced or deleted by the Commission for purpose of this program, the ULTSMB and / or the Commission shall have the option to either cancel this contract with no liability occurring to the ULTSMB and / or the Commission or offer a contract amendment to contractor to reflect the reduced amount. 

4. This contract is not effective or enforceable until signed by both parties and approved by the Commission.  SEC may not commence performance until the Commission approval is obtained, and written notification is received from the ULTSMB Project Manager. 

5.  The ULTSMB shall file with the Docket Office and TD, within thirty days from the effective date of this resolution, a revised contract incorporating the modifications discussed in this resolution.

6.  The TD shall post this Resolution on the Commission web site: www.cpuc.ca.gov within five business days from the effective date of this Resolution.

This Resolution is effective today.

I hereby certify that this Resolution was adopted by the Public Utilities Commission at its regular meeting on August 23, 2001.  The following Commissioners approved it:

	

	WESLEY M. FRANKLIN

Executive Director


APPENDIX A

1. ULTS Marketing Board Contract No.  ULTSMB032001

The above document is incorporated herein by reference.  Copies are not appended to this resolution.  Copies of this document may be obtained by contacting the Telecommunications Division at 415-703-1638.
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