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April 7, 2015

Mr. Dave Danner
Executive Director and Secretary
Washington Utilities and Transportation Commission

1300 S. Evergreen Park Drive SW
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Olympia, WA 98504-7250
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RE: Lifeline Biennial Audit —Report of Independent Accountants on Applying Agreed
—Upon Procedures

Dear Mr. Danner:

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

Chri stine.burke(a,ftr. com

Respect ly bmitted,

~~

oe Chicoine
Manager, Regulatory Compliance and Reporting

Enclosures
cc: Cathy Dahlquist, 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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Report of Independent Accountants on
Applying Agreed-Upon Procedures

Frontier Communications Corporation

December 31, 2013
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Certitred Public Ascpuntant, 16u mess Con,ultant~,

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 performed 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.

Stockton, California

April 1, 2015
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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."

[n the "Current/Non-Pay Customer" section, Fronrier'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.

Procedure 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 Item 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 C.F.R. Section

54.405(e)(2) of the Commission's rules.
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Frontier Communications Corporation

Moss Adams LLP noted 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 C.F.R.

Section 54.405(e)(3) and/or 54.407(c)(2) do not apply.

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-enrollment 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 letters 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-enrollment 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

4



Agreed-Upon Procedures Report —Attachment A

Frontier Communications Corporation

Obiective II: Consu_n~~r 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:

• 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;

• That a 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

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

Moss Adams LLP noted the written policies and procedures, background questionnaire 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 Item 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 Forms) 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 subscribers reported on the Form 497 agreed to the number of

subscribers contained in the Subscriber List.

No exceptions noted.
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Frontier Communications Corporation

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:

• 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

• 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 Frontier 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 Accountability 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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Frontier Communications Corporation

Objective III: Subscriber Eligibility Determination and Certification

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-based 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 not 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.F.R. § § 54.409 and 54.410.

7
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Frontier Communications Corporation

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 III 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 certify, 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.F.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.F.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.F.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 quality 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 maybe 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 ❑ Permanent ❑ Temporary ❑ 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 IV: Annual Certifications and Recordkeepin~by Eligible Telecommunications Carriers

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 Forms) 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 therefore, 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.
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aPE~4 6a SF r month~Y R►+eanc tail 0rrtl rcap~or rinse. rv~1 ePp~Y. At~ ~oc~,n9 a~nu~~ be eearrr~'szw
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iurlll~+k at a*~~rlcis wmpa~}• ~buu~tid a. Q~t~t ~S IYZr Ea rvidtiad ~e pup Of endi4idk~Ls ekls+ Itrre ttgel ~ tl1G aye MAnefx aJrd
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1Yeeoy I~am~~~.x i~aNF) or S.apFr~~:mwncaa Sewn>ty lncanw <!i^~it~5i'~~p11~ d~~,~t:ey,rn.xbcae_A,~,s~~ „C f+~f 'VMo~Ycq Fi*ws r~o~ soave Q.~ s+ec,x~k~ -----
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. ~ ~ ..+a.nw. ..~ . s i r.zs~ wa ..
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Cl"Rifa/ undCf pe1731ty 4f pQ~f Uhl: Cheth B8Cf1 Dox below to ind~cete fAat yvu hn+~e read and understand each stat~*mcns
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uf~dtr~Wsd Ihat m+ bouuh~#d :ar. on;r ha~•c nrm L~kl~rc•SapportcQ teleplwme trw~et fiagier hoc e~plamc.J Ca: trme-t+Cr A:x~Set~s'C
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arrest t~ U~t bes4 of an trciw~+dge that eatha~ i npr amyare else m my hEwsetx+ic re~rvts A L~fthcrc-cuy {~artrd ~n ~a 1rc~ am e~hrr

lmdlint or wfrtless utmmpen~ }~cwstE+t~id ttdrCt~f m ~y iexliv~~~ pt ~tJp cif ietdivtdu~s wtw i~rc ~~~~=dtcr ~t Jic same address a~a1

i urtk+rxt~nQ INa my Fr»M~er IFhltne em ix ~f rkm-trartsrcrahk am13 may Mtq Irb~ta m} srrvrec 1~ ~y ~nd~v alual ualwlin~ any wher

i w~91 ~~i(y FmiYitt wilAm 3b~ 6~y^r iP 1 n~ Ik~~n gnal ify for 6Ffcl~nt 1 undcroParsd this roqu9~mem ~ncl tlwr 1 may be suh~c~ to

perwl:iee iti fail M+xntify Froslrcr Spex ifical3ti•, I N~kl ~~fv 1 ncxuKc ~f 111 ee~se to y~articHsate in Lac ~~< Yt+kr~~ nr stmtt

program, tx i! any a,nnw~l liOUSehNd ~~aawnc eccaiSs Iht uecane ~uxlcbnts: 2) I am reaev ing more Char. oix lifcivac sm~se: r~ 3}

Ana kin s"~e satisf> Ihs x~~t~ridi fcx muiv~n~ L~[clirae w~

1 xtili ratify Fra~ticx w~lhin 34 dAyY of nx)r~sg, Addct~~matJ~~, iC my addrecs livad nbuvc is s itmporxy aCilrt~s, [ undersia~.! thm 1 mtnt

vmf~• my address with Frontier ovary 90 Cayx tf I fetii to rrspoad to FmnAxr ndArcx; vcnfi~sEon a:rempis wr~hin 1p 6s?~. my k.iftiine

umct attav trc ittmdnatatit
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fu: Qa do so ~4hin thiri'? (70} dais, my rron7ier Iak}~EK sm iu Hill br termmeRcd
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:felmc subad~.
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Our rr~Xtrdr~ 1Ctrl~e~ tttiEtt ycw mee [:ure nr,ily es F rrrn f.issr 4..~twaine~ cuAtiam~r ~.N'~!lru~m Is ~r
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~.. _ ~1~ ih4c bw• mc~xae wstt~rrrer.
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~.afr.~r~laT1, UQ I~ RI}' M'NILA1 EM14i!~C~:d~ d9GKMIIE CX~~i i}4E IfMAIIEK ~Ildthtli5:-, ~} ~ ~iCl 1'C~EiYCfl~ RIMY }~ta15 df~C ~:tfG~1At 3tSti3C#:, flt
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~ Y17~{ BM)C1~F FIixYilCf N'fI~klRl ,3~ ~8y'S 0~~ flKFS'~Yg. P4l~dCfiMB(~~+~ If flay' Adl9rCS4 letl0d 7l~9fJM@ /$ al 1KtSS~.ft1P~C'} 8e~L1~C3S~ ~ Y~4tS6~ri~ t~ i~ ~
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Agreed-Upon Procedures Report -Attachment B
Frontier Communications Corporation

r I K L I KNU U6J1(

~P011ift~ ~.dfC~E11e

398 S. Wood1snd Bivd. Suite A
Deland. Fi. 32724

Frbruary~ 15.2tF13

{

MAC ~i 4 ~~f3

i

Ohfo Lifeline Re+certifiCat#an

Our racarva ~nd~c.atc :;.sf , ~ o~ _ n ~ ~!r ' oonoer utrt~ne owlsamer. ut~cl~no Is a s
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certify under penalty at peryur}r: Check e~cdt eoX neaow ro ind+~ar. r~a~ yoe~ e~w•o r~~rd ~+d unctwsrend anrr+ xrareee+anr.

arture ea cna~rx Rn qor wrw nw~e rrt a~scomart~ar~art of ur Lrr4trnp Q:SiDrN~t ~
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pti i01e 1pu - eaanr custt~+trct.
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undcrttwd ItgA if 4,"SAf idawficr ~w i am receiving maR U~m anc late#me awt+sidy, dl tenths navolwcet emop 6c nutifird so
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aMwrtiPy underr prtmaMy of pstJaty t~tecM arch 6oa~ badow ro ir+d'rcate lhat,yMw Raw rand anal un~pnr,~nd
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