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Outreach Toolkit

Lifeline Awareness Week Toolkit
The purpose of this toolkit is to guide Public Utility Commissions (PUCs) through planning and promoting Lifeline Awareness Week in their state. Lifeline Awareness week takes place the first full week of September following Labor Day and promote the Lifeline and Link Up telephone assistance resources. Inside you will find a sample proclamation for the governor’s office, sample news releases and public service announcements, sample social media posts, and a guide for outreach events and promotion. [Highlighted areas in brackets] should be changed to reflect state specific information and all materials can be tailored to fit each PUC’s individual needs. The calendar below represents  general guidance for the action items of this toolkit. Timetables may vary depending on each state.
Outreach Calendar

· Week of August 16
· Contact Governor’s office; arrange to send proclamation 

· Contact telephone service providers, let them know about the week and allow them the opportunity to participate in events or promotions 

· Secure venue for events  and invite partners and telephone service providers to participate 
· Week of August 23
· Begin promoting events through web, e-mail, mailer, etc. 

· Produce any promotional materials needed

· Week of August 30
· Arrange for PSA’s with local radio/television stations

· If hosting event, send initial news release-event

· Week of September 6
· Follow up with media regarding event coverage

· If not hosting event, send general news release 
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Goals
1. Raise consumers’ awareness about low-income telephone assistance.
2. Raise consumer and service providers’ awareness about the importance of telephone connectivity to access emergency services and community resources.
3. Encourage increased enrollment and sign-up qualifying households. 

4. Generate positive media attention for telephone assistance programs by promoting services.
Audience

· Consumers

· Low-income households

· Senior citizens

· Vulnerable Adults

· Disabled adults 

· Direct Service Providers

· Case workers
· Caregivers 
· Senior advocates

· LIHEAP agencies

· Health and social service agency staff

· 2-1-1 call center staff

Key Messages

The purpose of Lifeline Awareness Week is to ensure that eligible low-income families and individuals are aware of the Link-Up and Lifeline programs and encourage enrollment.
Local telephone connection provides vulnerable families and adults with the means to stay in contact with vital emergency services and community resources. 
· Function of Lifeline and Link Up programs:

· Lifeline Assistance provides discounts on basic monthly service for qualified telephone customers. These discounts can be up to $10 per month, depending on the customer’s state. 

· Link-Up America helps income-eligible consumers initiate telephone service. This program pays one-half (up to a maximum of $30) of the initial installation fee for a traditional, wireline telephone, or activation fee for a wireless telephone for a primary residence. It also allows participants to pay the remaining amount they owe on a deferred schedule, interest-free. 
· Enhanced Lifeline Assistance for tribal lands provides qualified telephone subscribers living on tribal lands with discounts of up to $35 per month on basic monthly telephone service. As a result, depending on current rates, qualified subscribers on tribal lands may receive basic local phone service for as little as $1 a month. 
· Income and eligibility requirements:
· The Lifeline and Link-Up programs are available to qualifying consumers in every state, territory and commonwealth. 

· Eligibility criteria vary by state. 

· For states that rely solely on the federal Lifeline and Link-Up program eligibility criteria, subscribers must either have an income that is at or below 135 percent of the federal Poverty Guidelines, or participate in one of the following assistance programs:

· Medicaid; 

· Food Stamps; 

· Supplemental Security Income (SSI); 

· Federal Public Housing Assistance (Section 8); 

· Low-Income Home Energy Assistance Program (LIHEAP);

· Temporary Assistance to Needy Families (TANF); 

· The National School Lunch Program’s Free Lunch Program; or

· Bureau of Indian Affairs General Assistance.
To find out how to apply, visit www.lifelinesupport.org, or call the [Public Utilities Commission (PUC)] or local telephone company. 

Customers may also contact their local telephone company or state [PUC] for more information about these programs and to determine if they qualify for discounts.
Sample Proclamation for Governor’s Office


Governor’s Proclamation for 
Lifeline Awareness Week
September 2010
WHEREAS, in today’s highly interconnected world, telephones provide a lifeline to emergency help and a vital link to government services, community resources, friends and family; and
WHEREAS, not everyone can afford the cost of a home telephone; and
WHEREAS, a number of our nation’s households still do not have telephone service in their homes; and 

WHEREAS, the Federal Communications Commission (FCC) and the [state public utility commission] have joined in a collaborative effort to make telephone service more affordable for the nation’s low-income consumers by providing a discount on the connection fee and monthly charges for local telephone service; and
WHEREAS, the Link-Up America (Link-Up) and Lifeline Assistance (Lifeline) programs offer tremendous benefits for eligible consumers in America and make basic telephone service more affordable; and
WHEREAS, the Link-Up program provides a generous discount to consumers on the installation of telephone service in their homes; and

WHEREAS, the Lifeline program provides a discount to eligible low-income customers on their monthly phone bill; and
WHEREAS, the FCC has established Enhanced Link-Up and Lifeline programs for Tribal Lands; and
WHEREAS, consumers should not be without local phone service because they cannot afford it, and therefore the promotion of Link-Up and Lifeline is imperative to ensure that all U.S. citizens have access to affordable basic local telephone service; and
WHEREAS, the FCC, the National Association of Regulatory Utility Commissioners (NARUC), the National Association of State Utility Consumer Advocates (NASUCA), other State and federal agencies, cities, counties, organizations, and telecommunications companies are committed to increasing awareness about the availability of the Link-Up and Lifeline programs and are encouraging eligible citizens to sign up for the programs; and
WHEREAS, the FCC, NARUC, and NASUCA have joined together to design and implement a comprehensive outreach plan to promote Link-Up and Lifeline subscribership; 
NOW, THEREFORE, I, [GOV], Governor of the state of [STATE], proclaim the week of September 12-18, 2010, [STATE] Lifeline Awareness Week. I call upon government agencies, industry leaders and consumer advocates to educate residents about state and federal programs for telephone connectivity during National Lifeline Awareness Week and further initiate and promote outreach events during this special week.
Signed and sealed with the official seal of [STATE] this 1st day of September A.D. Two Thousand Ten at [CITY, STATE].
Gubernatorial Support

Steps to take to enlist governor participation:

· Contact the public information officer or communications director at the governor’s office and ask what steps should be taken for coordination of Lifeline Awareness Week publicity. Be sure to give at least 2-4 weeks notice before Lifeline Awareness Week.

· Submit the draft proclamation as instructed by governor’s staff and maintain contact with the governor’s office while awaiting their signature. 
· Coordinate your news release with the governor’s staff to ensure you are not sending duplicate information; offer them the opportunity to send a release about Lifeline Awareness Week. 
· Once you have a copy of the signed proclamation, include in all key messages as well as the news release. Link to an electronic version on your Web site. 

· Use the proclamation in your outreach efforts. An oversized print can be used as a display at events. 

· To view a sample proclamation from the Washington State Governor click here. 

Media
· Do your research. Locate reporters covering consumer issues. This information can be found on a media outlet’s Web site or by calling the newsroom directly. Send a personal email to key reporters using Lifeline Awareness Week key messages and explain how it affects their audience.

· Keep emails to reporters short, direct and concise. 

· Use a catchy subject line that has direct impact on the local audience. 

· Send a media advisory – who, what, when and where of your event – one week prior to any events you are hosting, inviting the media to attend. Using the sample news releases provided, tailor them to your state guidelines, events or other efforts. 
· Utilize the enclosed sample public service announcements to further reach the public. Work with your local radio and television stations’ public service coordinator to ensure you messages reach target audiences. 

· Develop and send a short newsletter article highlighting the benefits of telephone assistance to non-profits, senior groups and community organizations to be published in their newsletter or community publication.
· The Universal Services Administration Corporation, the federal entity responsible for administering the funds that pay for Lifeline and Link-Up, is available to provide you with more tailored information for your State. Please contact Eric Iversen, USAC’s Director of External Relations, for specific information regarding your State’s specifics. Eric can be reached at 202-776-0200 or eiversen@usac.org. Mr. Iversen can also be listed on your press releases as a USAC contact.

Sample News Release – Event
	Date
Contact Information

Can’t Pay Your Phone Bill?
Telephone Assistance Helps You “Stay Connected” 

	
[CITY] — Access to local emergency services and community resources is vital to all residents. For some, a local phone can be the difference between social connection and complete isolation. 
The [STATE Public Utilities Commission (PUC)] wants residents to “stay connected” and is reaching out to those who need phone service but can’t afford it. During “Lifeline Awareness Week,” September 12-18, the [PUC] will promote the Lifeline and Link Up Assistance Programs which offer discounts to help residents gain access to basic local telephone service. 
Under the federal Lifeline program, telephone customers who participate or are eligible for certain public assistance programs are entitled to receive a basic telephone service discount of at least $10 per month. Link-Up provides a 50 percent reduction in the telephone service installation charge, up to a maximum of $30, for qualifying households that do not currently have telephone service.

The [PUC] will join with [PARTNERS], and [local telephone companies] to sign up eligible consumers at events throughout the state at the following times and locations.
DATE
X:00 a.m. to X:00 p.m.
Location
Address




The [PUC] is the state agency in charge of regulating the rates and services of telephone companies operating in [STATE].
Sample News Release – No Event


Can’t pay your phone bill?
Stay connected with telephone assistance
CITY – Staying connected to local resources and emergency services can improve and possibly save many lives, say state regulators.
Access to local emergency services and community resources is vital to our low-income and elderly residents. The [Public Utilities Commission (PUC)] wants residents to “stay connected” and is reaching out to those who need phone service but can’t afford it. During “Lifeline Awareness Week,” September 12-18, the [PUC] will promote the Lifeline and Link Up Assistance Programs which offer discounts to help residents have access to basic local telephone service. 
Under the federal Lifeline program, telephone customers who participate in or are eligible for certain public assistance programs are entitled to receive a basic telephone service discount of at least $10 per month. Link-Up provides a 50% reduction in the telephone service installation charge, up to a maximum of $30, for qualifying households that do not currently have telephone service.
To apply for benefits contact your local telephone company or your state [PUC]. 
The [PUC] is the state agency in charge of regulating the rates and services of telephone companies operating in [STATE].
Sample Public Service Announcements

Public Service Announcements (PSAs) are used to raise awareness about a specific issue on television or radio. Your commissioners or chairman can record a PSA that will air statewide on a variety of media outlets. Talk to the PSA coordinator at local radio and television studios to arrange air dates, target audiences and costs. 

:30 Second Script
This is [NAME, TITLE] of the [PUC]. No one should be without telephone service because they can’t afford it. Access to a telephone provides access to vital emergency services and community resources. If you need help paying for your telephone services, there is help. You may qualify for [STATE’s] Link Up and Lifeline programs if you receive benefits such as Food Stamps, Medicaid, or other similar programs. You can save money and stay connected with Lifeline and Link Up. Call the [PUC] at [1-800-XXX-XXXX] or visit us online at [www.XXX.XX.gov]. 

:15 Second Script
This is [NAME, TITLE], of the [PUC]. We want you to stay connected to vital emergency services and community resources, and if you need help paying for telephone service, there is help. [STATE’s] Lifeline and Link Up programs save you money on your home phone. Call the [PUC] at [1-800-XXX-XXXX] or visit us online at [www.XXX.XX.gov] and see if you qualify for telephone assistance. 

Sample Letter to the Editor
To the Editor:

Many of us take for granted that we can pick up our phone, dial our friends and family, and stay connected with the rest of the world. Phone service has become such a routine part of our lives that we hardly even think about it anymore.

But imagine what it would be like if you were suddenly laid off from your job and couldn’t afford to pay your phone bill. Imagine if you worked one or two jobs and barely made enough to pay the rent and had to sacrifice telephone service.

Unfortunately, too many people in the U.S. and in [STATE] face this problem everyday and do not have even basic telephone service. In our State, approximately [XXX] people cannot afford any kind of telephone service and are disconnected from friends, family, and emergency services. These consumers cannot even dial 911.

There is good news, though. Many of these consumers may qualify for two assistance programs—Lifeline and Link-Up—that discount a portion of their telephone service. Lifeline provides qualified consumers savings on basic monthly telephone service, and Link-Up can pay for one-half of the initial installment or activation fees for telephone and/or wireless service.

As [Commissioner/Chairman of the State’s PUC], I am participating in a national event to raise awareness of, and participation in, these important public-assistance programs. As part of National Telephone Discount Lifeline Awareness Week, the [PUC] is [summarize the week’s events here]. 

Our goal is to connect as many people as possible. We hope that by raising awareness of Lifeline and Link-Up, we can ensure that more consumers can call their friends, their families, and life-saving services. In today’s highly interconnected world, no one should be left out.

For more information, contact the [State PUC] or visit [our Website].  

Social Media

Social media has become an integral tool in how society sends and receives information, communicates with family members and colleagues, and learns about new products and services. 

Facebook and Twitter have become two of the most-used and most cost-effective ways for agencies to communicate with their various audiences. 

To promote Lifeline Awareness Week, use these recommended status updates and “Tweets” for social media outreach. 
In addition to these postings, linking your social media page to Lifeline media coverage, event information and gubernatorial support in your state will increase awareness of the program. 
Due to the character restrictions for status updates and Tweets, users may want to use a ‘shortened URL’ if linking back to a page on their website. In order to ensure the security of a link, government employees can use www.go.USA.gov to create short .gov URLs from official government domains, such as .gov, .mil, .si.edu, or .fed.us URLs. 




Facebook 

Sample Status Updates

· It’s Lifeline Awareness Week! Every year in XstateX more than XXX,XXX residents are able to stay connected thanks to this telephone assistance program. 

· Governor XXnameXX knows consumers should not be without local phone service because they cannot afford it, and supports the Link-Up and Lifeline telephone assistance programs to ensure that all residents have access to affordable basic local telephone service. www.lifeline.gov 
· Did you know if you receive public assistance you may be eligible for telephone assistance through the Lifeline Program?  For more info, contact XPUCX or your local telephone company. 

· Are you eligible for telephone assistance? To check eligibility requirements for your state, visit www.lifelinesupport.org/li/low-income/lifelinesupport/browser/.  

· Does someone you know need help staying connected? No one should be without telephone service. Help your network stay in contact with emergency services, community resources, and friends and family by passing along information on Lifeline Telephone Assistance. For more info visit www.lifeline.govl. 
· During Lifeline Awareness Week, pass along information on telephone assistance to everyone who may need help!

· Telephone service is a vital part of our day-to-day lives. Stay connected with Lifeline Telephone Assistance. For more info, visit www.lifeline.govl. 

Social Media



Twitter

Twitter allows the user to communicate messages using 140 characters, which are then shared with the organizations’ ‘followers.’ Those followers may choose to re-Tweet the message, expanding its audience. 

The “hashtag” #NLAW is used in each Tweet. This allows stakeholders to visit http://search.twitter.com and type #NLAW into the search field to see what everyone else is saying about National Lifeline Awareness Week. 

Sample Tweets

· It’s Lifeline Awareness Week!  Annually, over [XXX,XXX]residents in [XX] stay connected thanks to telephone assistance programs. #NLAW
· Do you receive public assistance? You may be eligible for telephone assistance through the Lifeline Program!  www.lifeline.gov #NLAW 

· During Lifeline Awareness Week, pass along information on telephone assistance to everyone who may need help! www.lifeline.gov #NLAW

· Stay connected with Lifeline Telephone Assistance! www.lifeline.gov #NLAW
· Lifeline telephone discounts helped [XXX,XXX] homes stay connected to emergency services last year. www.lifeline.gov #NLAW 
 Events
Targeting involvement of diverse organizations that provide services to low-income consumers will provide credibility to the overall commitment to Lifeline Awareness Week, generate positive media coverage, and increase public awareness of the Lifeline and Link-Up Programs. 
Possible Partnerships
· AARP 

· National Association of Social Workers

· United Way
· Urban League

· Community Action Agencies

· LIHEAP Agencies

· Government agencies providing consumer protection and senior services 

· Workforce development agencies 

· Social service agencies providing direct client services

· Elderly care providers

· Native American representatives and agencies

· Local food banks
· 2-1-1 Information Network
Possible Venues

· Housing Authority

· Community and Senior Centers

· Urban development centers

· Low-income housing complex

· Libraries

· Community Colleges
Example 1:  A state PUC and telephone company could hold a “train-the-trainer” session for invited state workers, social service agencies, and local government officials who would participate in a Link-Up and Lifeline training session.  

Example 2:   During Lifeline Awareness Week, a phone company could hold events in their service areas where company and PUC officials could educate and sign up eligible Lifeline customers onsite.

Example 3:  During Lifeline Awareness Week, a phone company or PUC could hold a community event in its service area, perhaps in conjunction with an existing event such as a scheduled festival or a city or county-sponsored event. At this event provide educational materials, sign up forms, and provide a consumer specialist to help answer customer’s questions. 
Example 4: Arrange to display fact sheets, sign-up forms and a poster at community service centers. The items can be mailed to each center with instructions for display. 
Promotional Materials
· Development of graphic that brands Lifeline Awareness Week efforts
· Web site

· Link to Governor Proclamation

· Sign-up forms or link to information for qualifying residents 

· Link to www.lifelinesupport.org 

· Calendar of events

· Link to any partners, telephone companies, and FCC

· Consumer fact sheet

· Post online

· Include at any outreach events

· Posters and flyers

· Libraries

· Service agencies

· Senior centers

· Giveaways

· Pens
· Magnets

Sample Letter – Telephone Service Providers 
Lifeline Service Provider,

In coordination with a national effort to reach those in need of telephone assistance, the Public Utilities Commission (PUC) will be participating in Lifeline Awareness Week, to help our low-income residents stay connected. 

A resolution sponsored by the National Association of Regulatory Utility Commissioners (NARUC) has dedicated the week of September 12-18, 2010 as National Telephone Discount Lifeline Awareness Week. This week will incorporate a proclamation sent to the governor’s office, media outreach and sign-up events. We would appreciate your cooperation if possible to help us connect eligible residents to this vital resource. 

If you are interested in participating in an event or promotion, please contact [XXXXXXX, Title, at (xxx) xxx-xxxx or email@ gov]. 

We hope that you will also promote the Lifeline and Link Up programs among eligible customers during this national awareness week and help keep our most vulnerable residents connected to vital emergency services and community resources. 

Thank you,

Sample Letter – Community Service Agencies
 
In these times with so many struggling to get by, it is important that everyone understand all of the assistance that is available to help people stay afloat.  “Lifeline" and "Link-Up" are programs that provide discounts to low-income consumers on basic residential telephone service.  The programs have been active for years, administered by the Federal Communications Commission and the state public utility commissions, but at least half of eligible consumers nationwide do not take advantage of these discounts.  The programs are not typically on the radar screen of most social workers and others who provide direct assistance to consumers, and we need to change that.  


The National Association of Regulatory Utility Commissioners and the National Association of Status Utility Consumer Advocates, with support from the Federal Communications Commission, have adopted the first full week after Labor Day as “National Lifeline and Link Up Telephone Discount Awareness Week.”  During the week of September 12-18, 2010, state utility commissions and consumer advocates will be calling attention to the availability of these programs to ensure that more eligible consumers understand that this assistance is available.

The basic concept of the discounts is simple: lifeline involves discounts on the monthly charges, and Link-Up involves a discount on the cost of initiating telephone service. The discount is available for a primary residential telephone, even a wireless phone.  The discounts are available everywhere in the country, including an enhanced discount on tribal lands, and the amount of the discount depends on the state in which the consumer lives. The basic federal Lifeline discount is as much as $10 per month, and all but a few states provide an additional discount over and above that.    

Link-Up discounts the cost of installing basic residential telephone service or activating a wireless phone that is the primary residential phone.  The basic federal Link-Up discount is half the cost of installation up to $30. Additional discounts are provided for consumers on tribal lands. Consumers qualify for Lifeline and Link-Up by participating in one of a number of federal assistance programs OR by having income of 135% or below of the federal poverty guidelines.

To find out about the discount in your state and how to apply, go to http://www.usac.org/li/low-income/apply-for-support.aspx. 

We ask you to join us in raising awareness of these important programs by posting information about the programs in your offices, distributing information on the programs to your staff and consumers you serve, forwarding this information to other organizations in your community, writing an article for a local paper that reaches consumers, or linking to www.lifeline.gov.  Several tools to assist you are enclosed:  [list].
Please feel free to send questions to [whom?].
Thank you for your support of improving consumer access to these programs. 
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