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Dear Mr Widerburg:

Pursuant to the General Standard Procedures for Biennial Independent Audits Required
Under the Lifeline Reform Order', Frontier Communications Corporation hereby
provides you with a copy of the attached Report of Independent Accountants on Applying
Agreed-Upon Procedures. '

If you have any questions, please contact Christine Burke at 585-777-6719 or by email at
Christine.burke@ftr.com

Respectfully Submitted,
)

Manager, Regulatory Compliance and Reporting

Enclosures
cc: Kirk Lee, Frontier

¥ See Wireline Competition Bureau Announces Release of Final Lifeline Biennial Audit Plan, Public
Notice, 29 FCC Rcd 3568 (rel. Apr. 2.2014) DA 14-450
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WYL HOSSADAMS, CON

REPORT OF INDEPENDENT ACCOUNTANTS
ON APPLYING AGREED-UPON PROCEDURES

To the Managements of Frontier Communications Corporation, the Universal Service Administrative
Company (USAC), and the Federal Communications Commission {FCC or Commission):

We have perforined the procedures enumerated in Attachment A, which were agreed to by the FCC's
Wireline Competition Bureau (Bureau) and Office of Managing Director {OMD) in the Lifeline Biennial
Audit Plan or as otherwise directed by the Bureau, solely to assist you in evaluating Frontier
Communications Corporation’s compliance with certain regulations and orders governing the Low
Income Support Mechanism (also known as the Lifeline Program) of the Universal Service Fund, set
forth in 47 C.F.R. Part 54, as well as other program requirements, including any state-mandated Lifeline
requirements {collectively, the Rules) detailed in the Lifeline Biennial Audit Plan for the calendar year
ended December 31, 2013, Frontier Communications Corporation’s management is responsible for
compliance with the Rules. This agreed-upon procedures engagement was conducted in accordance
with attestation standards established by the Generally Accepted Government Auditing Standards
(GAGAS) issued by the Government Accountability Office (2011 Revision). The sufficiency of these
procedures is solely the responsibility of the Bureau and OMD. Consequently, we make no
representation regarding the sufficiency of the procedures described in Attachment A either for the
purpose for which this report has been requested or for any other purpose.

Specific procedures and related results are enumerated in Attachment A to this report. In compliance
with the Lifeline Biennial Audit Plan, this report does not contain any personally identifiable
information or individually identifiable customer proprietary network information.

We were not engaged to, and did not, conduct an examination, the objective of which would be the
expression of an opinion on Frontier Communications Corporation’s compliance with the Rules.
Accordingly, we do not express such an opinion. Had we performed additional procedures, other
matters might have come to our attention that would have been reported to you.

This report is intended solely for the information and use of the managements of Frontier
Communications Corporation, USAC, and the FCC, and is not intended to be and should not be used by
anyone other than these specified parties. This report becomes a matter of the public record upon filing
of the final report with the FCC. The final report is not confidential.
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Agreed-Upon Procedures Report — Attachment A
Frontier Communications Corporation

Attachment A enumerates the agreed-upon procedures for Frontier Communications Corporation, the
associated results, and any management responses obtained in relation to the exceptions identified.

Objective 1: Carrier Obligation to Offer Lifeline

Procedure 1
Moss Adams LLP inquired of management on December 9, 2014 and obtained the carrier's policies and

procedures in response to Item 4 of Appendix A (Requested Documents) of the Lifeline Biennial Audit
Plan for offering Lifeline service to qualifying low-income consumers.

Moss Adams LLP examined the carrier’s policies and procedures, and compared those policies and
procedures, as well as management's responses to the inquiries, to the Commission’s Lifeline rules set
forth in Appendix F of the Lifeline Biennial Audit Plan.

Moss Adams LLP noted no discrepancies between the carrier’s policies and procedures, management’s
responses to the inquiries, and the Commission’s Lifeline rules, except for the carrier’s new customer
script does not identify Lifeline as a government assistance program as required under the Rules per 47
C.F.R. Section 54.405(c).

Beneficiary Response:
The phrase “government assistance” has been added to Frontier's script used for new Lifeline

subscribers. Specifically, in the “New Customer” section, Frontier's customer script has been edited
from "We want to make you aware of our telephone assistance program called Lifeline that is available
to qualified Frontier customers and provides discounted monthly rates to qualified customers based on
income qualification” to "We want to make you aware of a government assistance program called
Lifeline that is available to qualified Frontier customers and provides discounted monthly rates to
qualified customers based on income qualification.”

In the “Current/Non-Pay Customer” section, Frontier’s customer script has been edited from "We want
to make you aware of Lifeline, a telephone assistance program to encourage Frontier customers to
maintain their phone service” to "We want to make you aware of Lifeline, a government assistance
program to encourage Frontier customers to maintain their phone service.”

Procedure 2
Moss Adams LLP inspected 10 examples of carrier marketing materials describing the Lifeline service

(i.e. print, audio, video and web materials used to describe or enroll in the Lifeline service offering,
including standard scripts used when enrolling new subscribers, application and certification forms), as
provided in response to Items 4, 6, and 7 of Appendix A of the Lifeline Biennial Audit Plan.

Moss Adams LLP noted one instance where marketing materials omitted required disclosures per 47
C.F.R. Section 54.405(c), the Lifeline Scripting for new customers does not state that Lifeline is a
government assistance program as required by the Rules.




Agreed-Upon Procedures Report — Attachment A
Frontier Communications Corporation

Beneficiary Response:
The one instance identified involved the customer script referenced in Procedure 1 above. As noted

above in the Beneficiary Response for Procedure 1, Frontier's script for new Lifeline service subscribers
has been revised to reference Lifeline as a “government assistance” program. Frontier has reviewed its
other marketing materials promoting Lifeline service to confirm they reference Lifeline service as a
government assistance program.

Procedure 3
Moss Adams LLP was unable to inspect 10 randomly selected recorded calls out of the 50 recorded calls

servicing the Eligible Telecommunications Carrier's (ETC) Lifeline subscribers, as provided in response
to Item 8 of Appendix A, as there were no recorded customer calls available for the engagement period.

Beneficiary Response:
Frontier’s policy is to record customer service calls received in its customer care centers and to retain

those recorded service calls for a period of approximately 90 days, Frontier's systems do not segregate
and separately retain customer call recordings in which Lifeline service is discussed with a customer
from other customer service calls (e.g. billing questions). Frontier is not aware of any requirement
under the applicable statutes and FCC rules to record customer calls and retain a record of those calls
related to Lifeline inquiries and service issues. Frontier further notes that customer service calls in
which Lifeline availability is discussed with eligible customers is only a part of Frontier’s overall Lifeline
outreach and marketing efforts. Documentation related to other Lifeline outreach and marketing efforts
are retained.

Proceduie 4
Moss Adams LLP inspected applicable policies and procedures regarding de-enrollment from the

program when the ETC de-enrolls subscribers based on lack of eligibility, duplicate support, non-usage,
and failure to recertify.

Moss Adams LLP inspected policies and procedures for de-enrollment where the ETC had information
indicating that a Lifeline subscriber no longer met the criteria to be considered a qualifying low-income
consumer under 47 C.F.R. Section 54.409, as provided in response to [tem 4 of Appendix A.

Moss Adams LLP noted the policies and procedures included, but were not limited to: (1) notifying
subscriber of impending termination of service; (2) allowing subscriber to demonstrate continued
eligibility; and (3) terminating of service for failure to demonstrate eligibility, and there were no areas
that were not in compliance with 47 C.F.R. Section 54.405(e)(1) of the Commission’s rules.

Moss Adams LLP inspected the carrier’s policies and procedures for de-enrolling subscribers that are
receiving Lifeline service from another ETC or where more than one member of a subscriber’'s
household is receiving Lifeline service {duplicative support).

Moss Adams LLP noted the policies and procedures stated that the ETC will de-enroll subscribers within
five business days of receiving notification from USAC program management that a subscriber or a
subscriber’s household is receiving duplicative Lifeline support, as required by 47 CF.R. Section
54.405(e)(2) of the Commission's rules.
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Moss Adams LLP neted the ETC assesses or collects a monthly fee from its subscribers. As such, Moss
Adams LLP did not inspect the carrier’s policy and procedures for de-enrolling subscribers for non-
usage (i.e, where a Lifeline subscriber fails to use Lifeline service for 60 consecutive days) as 47 CF.R
Section 54.405(e)(3) and/or 54.407(c)(2) do notapply.

Moss Adams LLP reviewed the carrier’s policy and procedures for de-enrolling a Lifeline subscriber that
does not respond to the carrier’s attempts to obtain recertification, as part of the annual eligibility
recertification process.

Moss Adams LLP examined the carrier’s policies and procedures and compared those policies and
procedures, as well as management’s responses to the inquiries, to the Commission’s Lifeline rules set
forth in Appendix F of the Lifeline Biennial Audit Plan.

Moss Adams LLP noted no discrepancies between the carrier’s policies and procedures, management’s
responses to the inquiries, and the Commission’s Lifeline rules per 47 C.F.R. Section 54.405(e}(4).

Moss Adams LLP inspected the sampled notice of impending de-enrollment letters (or templates in lieu
of individual requests) and verified that the communications explain that the subscriber has 30 days
following the date of the notice of impending de-enrollment letter to demonstrate continued eligibility
or the carrier will terminate the subscriber’s Lifeline service.

Moss Adams LLP noted no instances where de-enrollment letters did not include an explanation that the
subscriber has 30 days following the date of the notice of impending de-enrollment letter to
demonstrate continued eligibility or the carrier will terminate the subscriber’s Lifeline service. Moss
Adams LLP reviewed the de-enroliment letters (or templates in lieu of individual requests), other forms
of communications, and the carrier’s responses to the background questionnaire and verified that the
de-enrollment letters were sent by a method separate from the subscriber’s bill.

Moss Adams LLP noted no instances where the de-enrollment letfers were not sent by a method
separate from the subscriber’s bill.

Moss Adams LLP noted one instance where the ETC did not provide the requested de-enroliment letter
{or recertification in lieu of de-enrollment letters) in violation of the documentation retention
requirements per 47 C.F.R. Section 54.417(a).

Moss Adams LLP attached a copy of five examples of recertification letters of individual requests as an
example of recertification provided to the subscriber. See Attachment B attached.

Beneficiary Response:

Frontier has reviewed the one instance where it did not provide the requested de-enrollment letter (or
recertification in lieu of a de-enrollment letter) and has determined that Frontier suspended the
subscriber’s account for non-payment during the recertification period and the subscriber was then
disconnected for non-payment.



Agreed-Upon Procedures Report — Attachment A
Frontier Communications Corporation

Objective II: Consumer Qualification for Lifeline

Procedure 1
Moss Adams LLP inquired of management on December 9, 2014 and obtained the carrier’s policies and

procedures in response to Item 4 of Appendix A (Requested Documents) of the Lifeline Biennial Audit
Plan for limiting Lifeline support to a single subscription per household.

Moss Adams LLP examined the carrier’s policies and procedures and compared those policies and
procedures, as well as management’s responses to the inquiries, to the Commission’s Lifeline rules set
forth in 54.409(c) (Appendix F) of the Lifeline Biennial Audit Plan.

Moss Adams LLP noted no discrepancies between the carrier's policies and procedures, management's
responses to the inquiries, and the Commission’s Lifeline rules.

No exceptions noted.

Procedure 2
Moss Adams LLP inquired of management on December 9, 2014 and reviewed procedures the carrier
had in place to ensure it accurately completed the FCC Form 497. The policy and procedures included
the following:
o The position title of the person responsible for obtaining data for the FCC Form 497;
¢ The process for determining which subscribers should be included monthly in the FCC Form 497.
Verify the procedures include cut-off and billing cycle dates, and only those subscribers active as
of the start or end of the month;

» That a corporate officer signature is required for the FCC Form 497;

e Thata verification process exists to perform an independent review; that is, the person reviewing
or validating the form’s data is different from the person completing the form; and

s Provides the billing system name used to generate completion of the form.

Moss Adams LLP noted the written policies and procedures, background gquestionnaire response,
internal control questionnaire responses, and ETC management’s responses conflict with the Rules per
47 C.F.R. Section 54.407(a){b)(e) in that the individual responsible for signing the Form 497 for part of
2013 was not an officer of the company.

Beneficiary Response:
Frontier will ensure that an appropriate company representative signs the Form 497.

Procedure 3
Moss Adams LLP obtained the Subscriber List in response to ltem 1 of Appendix A and obtained the

carrier's FCC Form 497 (s) for each study area for Indiana, New York, and Ohio.

Moss Adams LLP examined the number of subscribers claimed on the Form(s) 497 for each study area in
Indiana, New York, and Ohio and compared the number of subscribers reported on the Form 497 to the
number of subscribers contained on the Subscriber List for each study area.

Moss Adams noted the number of subseribers reported on the Form 497 agreed to the number of
subscribers contained in the Subscriber List.

No exceptions noted.
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Procedure 4
Moss Adams LLP used computer-assisted audit techniques to examine the Subscriber List, provided in

response to Item 1 of Appendix A, for duplicate addresses with different subscribers.
Moss Adams LLP noted duplicate addresses with different subscribers existed.

Procedure 5
Moss Adams LLP randomly selected 30 subscribers from the list of duplicates and requested copies of

the one-per-household certification form for each of the selected subscribers to verify the selected
subscriber certified to only receiving one Lifeline-supported service in his/her household,

Moss Adams LLP noted there were 16 missing and 0 incomplete certifications.

Moss Adams LLP noted 11 instances where the ETC did not provide the requested one-per-household
worksheets, and 5 instances where the ETC did not provide the certification /recertification forms if the
ETC uses these forms in lieu of one-per-household worksheets, in violation of the documentation
retention requirements per 47 C.F.R. Section 54.417(a).

Beneficiary Response:

Frontier personnel responsible for administering Lifeline are trained to request additional information
from subscribers, including the one-per-household worksheets in instances where there appears to be
duplicate addresses. Of the eleven instances referenced in the findings where a missing household
worksheet was not located, Frontier has identified the following information related to five of the
subscribers:

e Three subscribers were disconnected in 2013 for failing to recertify or for submitting an invalid
recertification

¢ One subscriber provided a household worksheet after the audit

e One subscriber address apartment number was changed after the audit rendering the household
no longer duplicate

Of the five instances referenced in the findings where Frontler was unable to initially provide
certification /recertification forms in lieu of household worksheet, Frontier removed Lifeline service for
three subscribers between March and August 2013 because recertification documentation was not
received by the company.

Further, Frontier has enhanced its processes for eliminating duplicate subscribers and collecting and
retaining the Lifeline Household Worksheet to remove duplicate subscribers. In 2014, the National
Lifeline Accountahility Database (NLAD) was utilized by Frontier to remove duplicate subscribers at the
same address. Mailings, which included a household worksheet, where appropriate, were sent to
subscribers with duplicate addresses. Those Lifeline subscribers who did not respond with a valid
household worksheet were removed from the Lifeline program by Frontier.
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Procedure 1
Moss Adams LLP inquired of management on December 9, 2014 and obtained the carrier’s policies and

procedures in response to Item 4 of Appendix A (Requested Documents) of the Lifeline Biennial Audit
Plan for ensuring that its Lifeline subscribers are eligible to receive Lifeline services.

Moss Adams LLP examined the carrier's policies and procedures and compared those policies and
procedures, as well as management’s responses to the inquiries, to the Commission’s Lifeline rules set
forth in 54.410 of the Lifeline Biennial Audit Plan,

Moss Adams LLP inspected the ETC’s policies and noted evidence of a verbal policy indicating the ETC
does not retain copies of subscribers’ proof of income- or program-hased eligibility.

Moss Adams LLP inspected the ETC’s policies and noted evidence of policies and procedures that the
ETC must fully verify the eligibility of each low-income consumer prior to providing Lifeline service to
the consumer, and that the ETC or its agents may not provide the consumer with an activated device
intended to enable access to Lifeline service until that consumer’s eligibility is fully verified and all other
necessary enrollment steps have been completed.

Moss Adams LLP noted no discrepancies between the carrier's policies and procedures, management’s
responses to the inquiries, and the Commission’s Lifeline rules,

No exceptions noted,

Procedure 2
Moss Adams LLP examined the ETC's policies and procedures for training employees and agents for

ensuring that the ETC's Lifeline subscribers are eligible to receive Lifeline services, including any
policies regarding how the company ensures employees and agents have completed the training.

Moss Adams reviewed documentation and conducted a verbal interview with the ETC to ensure
employees and agents are trained for subscriber eligibility for Lifeline services including completion of
necessary forms. The ETC indicated during a verbal interview on December 9, 2014 that new customer-
facing employees are given one week of training, during an eight week training course, regarding
Lifeline rules and completion of necessary forms. The ETC identified a dedicated lead trainer is
responsible for ensuring new and current employees are properly trained. The ETC provided evidence
of training through its own Internal logs that identified personnel and dates of training. In addition the
ETC further provided subsequent Lifeline follow up training as identified in Appendix C supporting its
compliance with Lifeline training and conducted 28 internal conference calls to discuss process, issues,
and rules of Lifeline. The ETC provided supporting documentation including a sample training
examination that included Lifeline eligibility questions. The ETC indicated that during test year 2013 it
had ot utilized NLAD for verification, as the NLAD process was not implemented until 2014. However,
the ETC did participate in USAC/NLAD webinars on 6 occasions during 2013. The ETC has indicated
that beginning 2014 it has subsequently trained employees on use and interaction and has policies in
place to limit access to NLAD, There are no findings and ETC has demonstrated its compliance with FCC
Commission Rules as set forth in set forth in 47 C.ER. § § 54,409 and 54.410.
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Procedure 3
Moss Adams LLP randomly selected 100 subscribers from the subscriber list provided in response to

Item 1 of Appendix A, and tested the subscriber’s certification and recertification forms for information
listed in Objective I1] Procedure 3.

Moss Adams LLP examined the subscriber certification and recertification forms noting the following:

The ETC did not provide the subscriber certification forms, subscriber recertification forms, and/or the
data source the ETC reviewed to confirm the subscriber’s eligibility in violation of the documentation
retention requirements per 47 C.F.R. Section 54.417(a) for 20 of the 100 subscribers sampled.

The ETC did not require the subscriber to certity, under penalty of perjury, that the subscriber is seeking
to qualify for Lifeline as an eligible resident of Tribal lands, when he or she lives on Tribal lands, as
defined in 47 C.E.R. Section 54.400(e).

No subscribers received Tribal Lifeline Program support, and therefore subscribers did not certify to
residing on Tribal lands.

The ETC did not require that the subscriber acknowledges that the subscriber may be required to re-
certify his or her continued eligibility for Lifeline at any time, and the subscriber’s failure to re-certify as
to his or her continued eligibility will result in de-enrollment and the termination of the subscriber's
Lifeline benefits pursuant to 47 C.E.R. Section 54.405(e}(4) in 12 instances.

The subscriber certification and/or recertification forms did contain all the elements required per 47
C.F.R. Section 54.410.

The federal eligibility criteria listed on the forms are consistent with the federal eligibility criteria per 47
C.F.R. Section 54.409.

The subscriber did not complete all required elements on the form for 10 of 100 subscribers sampled.

The subscriber’s initial certification form was not provided in 42 of 100 subscribers sampled in violation
of document retention rules under 47 C.F.R, Section 54.417 (a); therefore Moss Adams LLP could not
verify that the form was dated before the subscriber's Lifeline start date.

Moss Adams LLP reviewed the list of the data source or documentation reviewed by the ETC to confirm
the subscriber’s eligibility and verified the recorded data sources were eligible data sources per 47 C.F.R.
Section 54.410, such as (1) income or program eligibility databases, (2) income or program eligibility
documentation, or (3} confirmation from a state administrator.

Moss Adams LLP noted the data source reviewed to confirm the subscriber’s eligibility was an eligible
data source per 47 C.E.R. Section 54.410 for 83 of 100 subscribers sampled.

Moss Adams LLP noted 17 instances where the ETC did not provide the data source or documentation
the ETC reviewed to confirm the subscriber’s eligibility in violation of document retention rules under
47 C.F.R. Section 54.417(a).
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Beneficiary Response:

With respect to the findings related to Frontier's inability to provide copies of the underlying
documentation requests, Frontier will enhance its recordkeeping processes, including augmenting its
training to emphasize the importance of obtaining and accurately scanning and classifying and retaining
subscriber Lifeline forms it receives and enhancing its system capabilities to facilitate review, retrieval
and retention of the underlying Lifeline documentation. Frontier will also enhance its guality control
process to improve oversight of and compliance, including augmenting its training and increasing the
percentage of forms audited to ensure accuracy and completeness of the application forms and the
retrieval and retention of Lifeline application forms, recertification forms and other documentation.

With respect to the finding that Frontier did not require that the subscriber acknowledges that the
subscriber may be required to re-certify his or her continued eligibility for Lifeline at any time, Frontier
notes that all twelve instances referenced in the finding where the words “or as requested” were
omitted from the form resulted from a single document - the 2013 version of Frontier's New York
Lifeline application. The omitted wording was corrected in February 2014, prior to the initiation of this
audit, as part of the Frontier annual review of Lifeline application documents, Frontier updated the
application forms at that time to add the verbiage “or as requested” to the sentence “Frontier has
explained to me that I am required each year (or as requested) to recertify my continued eligibility for
Lifeline.”

Of the ten instances referenced in the finding in which the subscriber failed to fill in one element of the
form, in five instances the subscriber completed the entirety of the form except to check one of the
following types of address boxes:

Is this address [1 Permanent I Temporary (1 Multi-Household.

With respect to the finding involving seventeen instances where Frontier did not provide the data
source or documentation reviewed to confirm the subscriber’s eligibility Frontier notes that its
processes and procedures require those administering the Lifeline program to obtain proof of eligibility
and to note it in the account. The fact that an account is not noted in accordance with this process does
not necessarily mean that satisfactory proof of eligibility was not received and reviewed but indicates
that the Company may have not notated the account in accordance with its procedures. With the
implementation of the National Lifeline Accountability Database in 2014, eligibility codes have been
implemented which identify the source of eligibility on the subscriber account. The seventeen instances
noted were disconnected from Lifeline before the new codes were implemented.

Further, Frontier has enhanced its processes to include a weekly internal review of subscriber accounts.
The review checks for subscriber accounts receiving a Lifeline discount through the service and
equipment code and validates that the eligibility code is also included. Additionally, the review checks
other markers including service type and credit class. Subscriber accounts that do not contain all
required Lifeline markers are referred to Frontier's Offline Customer Service department for review.
Personnel in this department validate documentation, customer eligibility and make appropriate
updates to subscriber accounts.
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Objective 1V; Annual Certifications and Recordkeeping by Eligible Telecommunpications Carviers

Procedure 1
Moss Adams LLP inquired of management on December 9, 2014 and obtained the carrier's policies and

procedures in response to Item 12 of Appendix A (Requested Documents) of the Lifeline Biennial Audit
Plan for ensuring that the carrier has made and submitted the annual certifications required.

Moss Adams LLP examined the carrier’s policies and procedures, and compared those policies and
procedures, as well as management's responses to the inquiries, to the Commission’s Lifeline rules set
forth in 54.416 and 54.522 of the Lifeline Biennial Audit Plan.

Moss Adams LLP noted no discrepancies between the carrier’s policies and procedures, management’s
responses to the inquiries, and the Commission’s Lifeline rules.

No exceptions noted.

Procedure 2
Moss Adams LLP examined the ETC’s FCC Form 555 that was filed in January 2014 and verified an

officer of the ETC certified that they understood the Commission’s Lifeline rules and requirements and
that the carrier: had policies and procedures in place to ensure that its Lifeline subscribers were eligible
to receive Lifeline services; is in compliance with all federal Lifeline certification procedures; and in
instances where the ETC confirmed consumer eligibility by relying on income or eligibility databases, as
defined in 47 C.F.R. Section 54.410(b)(1)(i)(A) or (c)(1){i}(A), the representative must attest annually as
to what specific data sources the ETC used to confirm eligibility.

Moss Adams LLP noted no instances where certifications were not made.

No exceptions noted.

Procedure 3

Moss Adams LLP examined the ETC's organizational chart provided in response to Item 5 of Appendix A

and verified the certifying officer on the FCC Form 555 was an officer per the organizational chart or
other publicly available document,

Moss Adams LLP noted the individual who certified the FCC form 555 was designated as an officer per
the organizational chart to sign the FCC Form 555,

No exceptions noted.
Procedure 4
Moss Adams LLP verified that the subscriber count per the FCC Form 555 agreed with the total

subscriber count per the February Form 497 after all study areas were totaled.

Moss Adams LLP noted no discrepancies between the subscriber count per the FCC Form 555, column A
and the subscriber count per the February FCC Form(s) 497 for 2013.

No exceptions noted.
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Procedure 5
Moss Adams LLP randomly selected one of the three states or territories where the ETC received the

largest amount of Lifeline support and two additional states or territories where the ETC is responsible
for the annual recertification process.

Moss Adams LLP reviewed the ETC’s recertification results of the individual subscribers reported on the
FCC Form 555 filed in January 2014 for those three randomly selected states, as provided in Item 9 of
Appendix A, and verified that the data reported on the FCC Form 555 for those states agreed with the
* detailed recertification results.

Moss Adams LLP noted no discrepancies between the FCC Form 555 for those states and the detailed
recertification results.

No exceptions noted,

Procedure 6

Moss Adams LLP noted the non-usage rule does not apply to the ETC, and therefare, did not randomly
select three months during the audit period, one of the three states or territories where the ETC
received the largest amount of Lifeline support, and two additional states or territories where the ETC
receives Lifeline support, and did not review the ETC's detailed non-usage results of the individual
subscribers reported on the FCC Form 555 for those three randomly selected months with the three
selected states, as provided in Item 10 of Appendix A (Non-Usage Sample).

Procedure 7
Moss Adams LLP reviewed the carrier's annual ETC certification, as provided in Item 13 of Appendix A,

and verified that the ETC reported all the information and made all the certifications required by 47
C.F.R. Section 54.422(a)(b).

Moss Adams LLP noted no discrepancies between the information reported, certifications made, and
those required by the Commission’s Lifeline rules,

No exceptions noted.

Procedure 8

Moss Adams LLP reviewed the supporting schedules related to the carrier’s annual ETC certification, as
provided in Item 13 of Appendix A, and verified that the data reported on the annual ETC certifications
agreed with supporting schedules.

Moss Adams LLP noted no discrepancies between the annual ETC certification and the supporting
schedules.

No exceptions noted.
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Procedure 9

Moss Adams LLP inquired of management on December 9, 2014 and obtained the carrier’s policies and
procedures for maintaining records that document compliance with the Lifeline program rules, as
provided by the carrier in response to Item 4 of Appendix A.

Moss Adams LLP examined the carrier'’s policies and procedures, and compared those policies and
procedures, as well as management's responses to the inquiries, to the record keeping rules set forth in

47 C.F.R. Section 54,417(a).

Moss Adams LLP noted no discrepancies between the carrier’s policies and procedures, management’s
responses to the inquiries, and the Commission’s Lifeline rules.

No exceptions noted,

12
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) LOw Ineoina Honne h :
Fodarol Pubtc Howaing Efncray Astintancs Suple mental Nulrition Asalslanss Program
L AN NCA [Sacdlen A Vg Froxgfaim [LIFIEAR) [t | SNAP| Iy Food JEINRE N
Natlarat fichaot Fras Lunch
ogeem
Part 8

£ ¥ edis not partspata 10 any progoams Hetad in 21 above bt iy Dousonold ingemg i at ot helow (he Fadainl
Fovarty Guidelines ra listod in tha ehart Lalaw.

i
o VAGTTGars ol ehed TETaT ROUCERoIE BRRGGE [ATon= (U3L Do a1 07 Dalews |
i igiviE ARG N
B rtrmEars E35. 43508
IO L T TT S B o . gl
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IMPORTANT ~ TURN PAGE OVER AND COMPLETE BOTH 8IDES

v resd and tnder

Vi infortition oontsed in my appliction sensins thie and oavect 1o e best of my knywledge end | seknonledps thit
Lifeling 5 a feder) Boachit and tha! willfully providing [t of Fiswduleat fiitoerattkon o receiw Lilling bentfits is
punishable by i, may desd to flaes, impristarrent, de - enollivent and piny resuli in o being baured from the progaum,

1 hert & &tistent gecipient of the progrands) ehecked I Pad A, or have 2n anaud skl irccene i of Batow the Fedeal Poveity
Quidstines Histed an (he chazt in Pan B. . .

T undessiand that my ousehotd can ooly have vee Lifeli re-suppocted 1etephine stevice Foratize has expliined the cazpes hossehohd
fogaircnent. L sndtostand tha) vietation of the ene pet haaschold toquirement peessiteres a vinletlon of the PCC's rulgs and wall resalt
infry de-erpobingal I the | ifebing peivgram and coud result i crimloal prasesutlon by the United Seates povermument,

1 atiest o th best oF pyy Krovdud e thet ntithar [ noe aoycns ¢1¢ in my houstodd reselves 4 Liftline-supported senvice from any otler
tandline o wireless rompavy. Mousehold is defined as vy ladividus o proup of individuals wha live tegether o) the sems oddeess aad
share o md experes .

f uandzestand thee vy Frontise lifzline service 15 eoe g forible aud 1 mby 6og transfer my senvie le.any individas! inslisfag any other
igite love ingome custoeTad,

[ wit] natify Froatize within 30 days i | ro Tanger quatify for lifline. ] underitand this feguitement g8 Qi 1 miy e sibject ta
pertalties if § Tl ta notkdy Frontise. Spesificaty, 1 will nctify Fronfier if, 1} cense 1o paticlae i the abayo fodersh ee state
prcenum, of iF my Srrval hiousehald nooif exceada the inttas guidelines; 2) | am ieoeiving more 1 ene Lifeline service, ot 3}
1nex bongee sealsfy the sriferia for receiving Lifelina suppon.

=R =N |

1 sl potky Erontie witlitss 10 @y of maving. Additicaally, If my address fbiod above 18 ntmpdrary addross, Fundenstsnd teat Lt
verlfy niy address with Feantier every 90 days. 11 {ail to respond o Frantier £0drais verificalion attempts within 30 dnys, my Litctine
sviptmaybe terminated. o
‘-/rd Freatie has exphtined to me thap Eam reguited £aeh were {of af requestod) b tecontify my cordinud eligiblliny for Lifetice 14

4 fall to do so within thiniy (30} din, my Fronier 1ifcline service wilt by forminated, _

§D

<

Teahorize 5id understend chat Froatker may plovide (& wite wed federal ageacios, b roguired by baw foe e purpose of contplying
wfiy e Lifeling progant altof the infoemation relsted (o my ateounl, including bt pid lizeitzd to my namz, datg of biveh, st four
dizhs of eovial sooueify puniba, EXioys snd phose nnmbe,

Lndersiind that my tebepboss nursar, dore of bindy, st four digias of my sxtial seturlty pamber, trd addiess wilk b divutped tati
Universal Servioe Advetaistettive Compaty (USAC) andfar its agencs Tor the purpese of verilying that | do et receive more than one
Lifdloe subaldy, o

tunderytand that 1 LUSAC Wentifics diar 1 aum receiving meee Bhan pne Lifeling subshiy, alt evaiars inveised pay ke podificd 4o
that | miay s2fect ong gerving i s de-satoblod fom e othe.

AN

Signature
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Ohlo Lifellne Recertiflcation HREVIsED

The form you racalvad Inst wook had incorroet Fodural angny Gumﬁltmus Hslad ln Part &, 4 you h&vn
alrosdy returnad your Roeoartitication form, please ignara thie Form as you do NOT noad to fill it out twice, N
rau hava not alrendy returned your Rocortfleation form, plaaae use this Fornt Inatead, Our raCarda Indicdld
Fiat you qre currenlly a1 Frontinr Lifeline customeor, Lifalino ts o discounted (elaphens servica {or Gualified custombry
vAro rocalva banofita from ot Ioast ono of the gaverament programs listed beiow or meet e Income guidalinns.
Fronlier is required 1o annually verify your continued oligibillty Tor Liteline sorvice, Blasse camplato s ratuas thi
form {9 the addrosn, if Frontier degs not recaive 1hE complated fonm by
faarah 3¢, 20113, the Lifaino discount will noe [ongar be apptlad i your monthly phone biil and regulac ratas will

upply, Au soclonsg Il!uﬁl baex c-crmp!ate omerwlse your fmm wiit be discarded and you must respply for Lifoline

Fuit
Name:

Addraan:

f*hena # 1e
Litoling s
[LUGL RS R STt

failting add
dhifforent th
abova!

18 this agdiass: m‘m‘nmsnt leﬁmporary CIstutti- Household  Number of pgopm Ilvlng In your househiold _Zw_

Eliginility - Comploto Parl A or ©

Part A
I v surraridly paﬂ!otpauna t tho fuilowlnﬁ pronram(a). chank ajl that npply.
Yempomry Aimalfu il Faf
Naady Famlias {TANF) of Suppamanial Bacutity Ineoma {(RSHGSDL)
'_-ﬂ__ Hadicaldmiacticn Asslstanca | £ J Ohvo Warka Firet -] {Nol zama ns Sociol Sacinly)
Faderal Pubie Haouwlng Hamg Ene: y Asnsistencs ) Supplamanial Nulrition Assislance Program
£ Asgtntance (Section 8y | 7] | etsoram (HEAP) L) (aMAP) formerdy Foad Biamps . L
Mations! Eehool Free Lunch
Progirom _Ganoral Asslstance (including Disabeity Agaitange}
Part B

3 | donet pericipats In any programs Hated [n #1 abave but ray household Incame s 8t or below the Fadara)
Povarty Gu}dennna as listed h the chaﬂ. bﬂ[cw

# giFAambers i Hoaahor . ' Total housnmid annual IRCAMe must ba a oF holaw:
U AR e e T v ;nz‘j!.(}b.: . T

I} - " = La T W BEI % . RS i meen -

R ' ) P L) . - PR . Lo, (3 e .

R T T e - ; 29—555
ﬁmmbm A A M‘;ém“mfff

iMl"ORTAHT TURN PAGHE OVER AND COMPLETE BOTH BIDES

ﬁohh €

{come to the New antge;
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U Certifications.

| cortify under penalty of perjury: Check each box below to Indicata that you have resd and understand each statement.
Faltura to check ey box will reault in discontinuation of your Lifeline discount,

The nformaticn cantained [nmy epplication renains tue and coftect o the best of my knowledge md | achnowledge that
Lifetine is o foderal benefil mad that willfully providing fidse of frandulent informaticn 1a recelve Lifeline benefis B
punishable by lisy, may !ea_d to fines, imprisonment, 62- entollment and may tesult fa e bedng bared fron the proprtint

T ¥ e w current secipient of the program{s) checked in Port A, of have an snausl houschold incame 2 or bolow the Federal Povedty
Guidelines 1isied on 1 chartis Pant B, . - . . :

L3

1 ariderstand that mly household e only have ane Lifeline-sopported telepkone servies, Frontier has exphtined ke ong-pee househild
tequlrement. | uaderstand that violation of the 4ne pas hirstehold sequirement eestitutes a violaticn of the FCC's roles and will resuit
{n fity de-enrolloent in the Lifeling peogram and could resuft In criminal prowsution by the United Stedes pavernnmal.

1 attest to the best of my krowledge that ngither 1 noe anyone else in my bousehold receives a Lifttine-supported soviee fiomany othet
Vandline or witeléss company. Household is defined s ey letividkeal ¢ group of individuals wh live fogethst ot the saine address and
o shae Incoms 2l expeney, SE— - -

[ urdersizad th my Frontiet lifeling seevice ds son-ransteeshle and | may nod transfer my seevice loeny individuel ineluding any other
- eligibls ow- income customes, —

1 will notify Frontice within 30 days 1 1 o longer qualify for Lifeting, b understand this requirement aeed that § may be subjest 1o
penaltizs if 1 Tail §o notify Frastier, Spesifically, | will notify Frontier if: 1) L eeie to participate in the above fedaral o7 slate

: program, of I my envual hoasehold incoms exceads the income puldlins; 2) 1 am receiving more thas one Lifeline soqvice; or 3)
@ 1 0 Songer satisfy the cviteria for reveiving Lifeling suppait. ]

1 witl notty Frontles within 30 days of moving. Additionally, if sy sddeess listed above is a lemporary sddress, Lundeestand (hat § must
verify my address with Frontier every 90 days. i1 failta respond to Fronties sddiess verification attemupts within 30 days, mry Lifeling
service may be feeminated R S .

Froaties has explained to e that | amiequired ebch year (of o5 sequested) Lo tecedily my sontinued chigitility for Lifetine 17}
Tail10 do s within whisty (30) days, my Frontier Lifeling serv {ce will be terminated

I autherize snd undeislard that Frontier may provide 1o stae mnd federe) agencles, rogaired by law for il purpose of complying
with ke Lifeline program all of (ke information related ta my accouzt, including but pot imited (6 my name, date of blith, 1wt four
dipits of social securily puchee, address and phond fumbe. -

1 understand that my telephone number, dete of birh, fast fuie drgits of my sociaf sexurity 'nu:rbcr,lmd addiess will be divelged lothe
Universal Seevice Admialstrative Company (USAC) andlor its agents for the purpode of verifying (hat 1 do not feedive piore than one

Lifeline subsidy,

§understnd et I USAC (dentifics thal | am sesciving mare than en¢ Lifehine subsidy, e} camiers involved mey be nctified s
thal § may select one servize end be Ec-ehrolled from the other,

“Signature




Agreed-Upon Procedures Report - Attachment B
Frontier Communications Corporation
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Detand, FIL 32720

February 15,2013

kB 2 8 203

Ohio Lifeline Recartification

a Fronllor Lifeling customar. LHelinals a . R
discauntad talaphand Secvics for quatified customers who caceive benefile from at legst one
of tho govermment programt listod balow or mae! tha income guidatines. Frontiar i required
to annually varify your canlinued aligibiily for Lifallie service. 1

Our records tndicats thet you are currant|

1) FCE USE DNLY,
Kip AR
e,
(LR RY g E

ARCEEiIVY: CNEY [:I

(-]
0 #Mar 1§ 43, If Frontier does not
4613, the Lifolne dizcount will no lonper he
wlar ratos will apply. Al sactions musi Ho com pleto
for Liteline sarvice.

L rodqie balnv neo fater
racalva this compietad form by Maroh 16,
applad to your monthiy phorio LI and 1o
octhavdse your farm witl be discarded and you must respply

Full
Mame:

Addross:

*hana # red
Lifalline disg
(AParit B dn peut

Billing addry

differant thol -

abava: ! _ o
1 inng Addross

T

Tity Bt

armanant [iremporsry ClMati-Housenald  Mumber of peopte ving In your houaehaotld

14 his addreas: @P

=g ihitity - Cermplele Part A or 1)

Park A
I am curranily participating In the following pregramie): Chiack ofl that apply.

. Tampotaty Assistanco
. \ for Heady Famkias Supplemanta Securily Inceme (559
11 | Medicak] e B ATANEY [ (Mol same a5 Snciﬂliggﬂg_my)
‘4 J Tﬂ Lowt Incomea Homo
Fadaral Pubic Housing Enorgy Aasistance BuppamEeslal Mutntton Assistanca Program
ﬁ’ﬂ Assiplance (Section 8} M ] Plootam (LIMEAR) (] (SHAP} formatiy Food Stamps
Hatonal Gohoo! Free Luneh
1| peogacy i
Part B
{71 1 do not participate in any programs listad in #1 above but my household income 18 at or below the Foderal

Pavarty Quidalines 63 listad in the chart balow.

S - e . - ikl .
o # & Mombem in Housohold Tolal fougahold onaunt lncom«’muu b al of Lelovn
T onaEmbar RN
DTN B rombary 1,7 .0 e, o Fa 150426000 T -
TN YT 1 A T L, e i L EIb 200 . o I
ey Foreschedadidnalicembar .. v S TV AN RS e G per pepmen L T
T o e Er e e e — - e iz
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IMPORTANT ~ TURN PAGE OVER AND COMPLETE BOTH SIDES

| certify under penalty of pedury; Check €aCH box balow fa indicate that you

have read and undgrstend each s{atoment.
Eafture fo check any bax wilf resuli In diseontinuation of your Lifeline discount. » 3

The informmation contaiaed [n my application remeins tnee and correst fo the best of my knowledge and lacknowlodge tha

v Lifelind is a federal benufit and that whtifully providing felss of Freudulert informetion 10 receive Eiedine benehis s
'A‘ granishable by Liw, may Kad to fines, Imprisenment, de- eoroflrant md eiay result in ing keing barved frony the piogsam,
EZ] 1 am a cutrenl tecigicnt of the programis) cheeked In Pant A, or have 2n annudl household incoms at or bicdow the Federal Poventy
» Cuidelines listed on the dlat inPan it
; ! £ el

| upderstand thas my howseheld can only have ane Lifehre-supported felephons senice. Froatier has explained the coe-pet hauset
g vequiremert | understand tt viclstion of the aae per houschold requiremcnl constitules a violation of the FCC™s rules and will e
in my de-enroflmerd inthe Lifeting program and could result in crismias] proscsution by the United Stales goveroment

Fatest 1 the besi of my krewledge that meither § ner anyone els¢ in my houschold receives & Lifline-supported servies from any
v Jandline or wirtlers company. Hoaschold is defined as any individual o group of individusls wha five together ot thse saome addees
. AJ 1 share Income and expenigl e e

1understand thet my Frontice lifeline service it non-lransfereble and | may not transfer my service to any individual including any
clipible low- intome cudomar, :

Twill ootify Frotler within 30 days ifE e fonger quatify for lifetineg, | undeistard this iequicerment andihat 1 pay be subject to
peaalties if § Fail fo notify Freaticr. Specifically, ¥ will rothy Frontier if: 1) | ceuse to pasticipate In the above federal oo stale
' program, of if my dnual hoatehold incoms exceeds the inceme guidetings; 1) | ant receiving more than one Lifeline sceviee; os 3

I no Jonger satisfy the criteria for mvelving Lifeling suppont,

1 will povify Frontler within 30 days of maving. Additionally, If my address listed above §3 8 temparary address, | utderstand (ot |

[Xl verily my addiess with Frontier every 30 days. IF | (i) to sespond to Frontict addriss verification altempls within 30 days, my Lift

L] service may be leminged. o

Ef Fronticr has explabned (o me that | am required each year (or as myquested) to recentify my continucd eligibifity for §ifeline 1€
feil ta do so within thirty (36) days, my Frontier Lifeling strvice will be temnaled.

| authorize end understand tha Frontier may provids i stae snd federat agentics, o3 required by kaw for ihe purpose of complyin)
= with the Lifeling proprara atl of1le infermation related to my gecount, incfuging bul not kmited 10 my pame, dite of birth, ast fot
E digits of social securily number, address and phone number,

7
| understard that my telephoas numbes, date of biath, Jast four digits of ry sociak sesurity rumber, and addre s will be divalged 1
. & Univessal Stiviee Administrative Conpany (USAG) andror its egents for the purpote of ved fying thal | do nat receive nwve than
Lifcling subsidy.
4/ . — . . -
3 Furderstand that if LSAC Identifies that | am receiving mere than one Liftline subsidy, 8l carriers involved may be notified so
NG| e ey selectone sesvice ond be de-gnrolted flom the othet.

i you are 8 ribal member and do ot have & Social Socurly #, plasse provide your Tribal 1D, '
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LI RHE Garid

Frontier Lifeline
1398 8. Woodland Bivd, Suite A
Deland, FL 32720

| February 15,2013

HAR G 4 2013

Ohio Lifeline RaecertHicatian

e racordn indicate Wt ooay etk Trontler LHeslne customer. Lifeling 15 a
discounted 1slephone aservic & fo slified . stomgis who recalve benefits from atlessrona | [
at the gavammant programs lisled bolow or mest the incorma guidelinas. Frdntiar Is requifad GEFICI DS Oty
e panually verify your cantinued otiglbllity for Lifaline servico, Plopss sop » nnd e LA o,

MM&M&&E%MMELHL%MMQ if Frontier daas ot i —
racalvo this completed form by Maréh 16, 2013, 1ha Lifeline discount will no longsr boe Pec Verdind .
eppied to your monibly phona Hil and regular ratas wall nppi{. All gactiona must be complulsa e
atherwise your form will bo giscurdad and you must reapply for Litaling sarvice. AR YR UHLY I { I

izant Informalion C:t'n'np!el All Soctions

[YE]
HNama:

Addreas:

Fhons # recd

Liteling discc
Buet b b poss ne

Billing addse
diffarant thar
tibove:

T TG AGG R ’ ’ Ty Finta T T E

13 thig addroas: [LlPormenent Ctomporsry DMt Household  Mumber of people Hving in your household

N —

| Eilginiity - Gompleto Pat Aor B

ot A
1 arn currently participating In thao fellewing programia)l Cheak all (hat opply.

I } Tempo?n;y Asststance i
I B . EE e L LY S0 o A §Y . - PR LY K TRNRV TR B Pt 2 SCUNRHOR. SF B8 Sorim A I
1| Mogicars 1 | irane) T N (o] shna ny Socts! Sovunty)
Low Ingoms Homo
Fedaral Pudlic Houging Enargy Abalieisncs Supplomantal NubriVon Assistence Progrrm
[J). i Assistance (Sactian 8) L3 | Progeam (LiHEAR) | (BHAP) formaly Food Stamps
Natianal School Frao Luach
LI | Pregeam JOUS: SO
Part 8

| do not parilcipata in any pregrams hstad (0 #1 above but my househeld Incoma s al or balew the Faddral
Faovarty Guidetinas s liatad In the chant bolow,

OIS 3 j-tpuzehold T Yalal GG EaRGid Ay Y. et b ot of DAlow. i
£ ) rembar 7 i BT BET DB S - ek
T msenars ] STUATE.00 v
3 mombars _ - I REER:
, Forwach addelanal mgmber R ) AOT E5. 246 00 par person
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{MPORTANT - TURN PAGE QVER AND COMPLETE BOTH SIDES

________________________-_(_;g[':_ggjmfi_ EReh R

cortify undor penalty of porjury: Chack @a¢H box befow to Indicate that you hava read and understand each statement,
slure (o chock eny box will result In discontinuation of your Lifeline discount.

The infurmstlon contaied inmy applieation remalns tie end comedt to the best of my knowledge ad Eacknowledge tha
PLifeline is o foders) bonelie end that willfilly providing fabse o freudulent infeamation (o recaive Lifehine benefita s
panishable by law, may tead o Bnes, Imprsonment, - enrollment and may iesult i me being bared from e propram,

1am a current récipient of the peogramis) chieked in Part A, of have sn annuat household fnconme at oc below the Federe) Povary
Guidelines fisked on the chasin Part 8. o ) )

»

1 understand that my keuschald can oaly have one Lifgtine-sopported telephenz service. Frontier s explained the one-per kovsehold
tequizemead, § understond that siotalion of the one per heuschold requireannt constitutes 8 violatlen of the FCC's tules and witl result
. U__;/i'[)my de-enrcdlament in the Lifeline program gnd could resolt ja eriting prosecation by the United States povernment

1 atiest 6o the Best of nay knowledge that neither [ nor anjyone ¢lse in my kousshold teeeives 8 Lifeline-supponied servlce from 2ny othier
lendline or wireless company. Houschold is defined &5 any individual of group of individuals who live logether 8t the sane address and
share incoane and expenses.

1 understand that iy Frontier Higine seevhee is nondansferable and | may not ransfer my service (o any indiidual bctoding any other
ehigibile - ioibe costoibet,

it rotify Fronster within 30 days i1 no longer qualify for liftine. Funderstand thiz requiiemznt and that | may be sabjectio
peaalties if 1 4aif to natify Frontier, Specifically, | wit aclify Frontien if: 131 eeee 1o participae fn the shove federal of state
peegsam, or If my engval household kicoms exceeds the indame goidetings; 2 | sm receiving more than one Lifeline yervice; or 3)
Lo fonger stisfy the eriteria for receiving Lifcline suppodt,

[ wikh notify Frontict whhin 30 days of moving, Additiacally, If my address listed above Is a temporary addeess, 1 understand that | st
verify my address with Frontler every 90 days. 3T 1 fatl 10 respoad (o Fronticr address verification atiempts within 30 days, my Lifeline
service may be lominated . . e

Feonties has explatned to me that | amy required cech year {or a3 requesied) 1o resatify my coatinued digibility for Lifeline if1
fail (o do so within thirty (30} days, my Frontist Lifetine serviee will be terminated.

» -
| sutherize and understand that Prontier may provids to state and federad agencies, o3 requited by faw for the puipase of complying
with the Lifeting progiany o)t of the nformation refated 0 my accsunt, inctuding but aot Himited (o my name, date of birth, tast four
| digits of sotial secunty number, address and phone namber.

t

1 understand that my {efephone number, dete of birth, bast foar dipits of sny soclel sccutity nuber, ard 48deess will be divulged to the
Universsi Seevice Administetive Company (USAC) andfor its agerts for (he purpone of werifying thet | &0 not receive more than one
| LifeHne subsiy,

1 understand that [T USAC identifies that I am receiving more than ene Lilcking subsldy, el caricts iwolved may be aotified so
that 1 may sedect one service end be denrolled from the olha,

Yl pou are a tribel member and do pot have & Social Security ¥, pleasa provide your Tribal 1D_____

Print - Authorized Roprosenfalive Name Signalure (Avtharized Represerdslive]  Dela Daylims Phone Kumber



Agreed-Upon Procedures Report - Attachment B
Frontier Communications Corporation

Frosver 1 ifslise
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