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Toolkit: Individuals Experiencing
Homelessness

•

Joint Federal Project
 HHS/ASPR
 Veteran’s
Administration
 Department of
Housing and Urban
Development

https://www.va.gov/HOMELESS/nchav/
education/VEMEC-Toolkit.asp
www.phe.gov/abc
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Creating an inclusive
emergency
management system
• Identify community partners
• Describe skills, experience,
and strengths of various
partners

Saving Lives. Protecting Americans.
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Guidance for homeless
service providers
• Planning for continuity of

•
•

services
Equipped to serve people
experiencing
homelessness
Contributing skills and
experience to support
community recovery
Saving Lives. Protecting Americans.
Unclassified/For Public Use

5

Guidance for health care
providers
•
•
•

•

Assess medical and behavioral
health needs
Raise awareness of pre-disaster
planning and coordination of
health care services
Enhance capacity of health care
settings and providers
experienced in serving people
experiencing homelessness
Expand care following a disaster
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• 3-Part Telehealth Webinar
•
•

Series for Community-Based
Organizations
“Services, Payment and
Partners”
July 29, 2020 recording
available:

https://www.phe.gov/emergency/events/
COVID19/atrisk/CBOseries/Pages/Telehealth-CBOs.aspx
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• 3-Part Telehealth Webinar
•
•

Series for CommunityBased Organizations
“Promising Practice:
Accessibility and
Language Access”
August 26, 2020 recording
available:

https://www.phe.gov/emergency/events/
COVID19/atrisk/CBOseries/Pages/Telehealth-PromisingPractices.aspx
Saving Lives. Protecting Americans.
Unclassified/For Public Use
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Logistics for the Webinar

•
•
•

Recorded webinar posted at a later
date
Use chat box to submit questions for
the speakers
Q&A at the end of the webinar

Saving Lives. Protecting Americans.
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Agenda
•

Federal Communication Commission (FCC)
• Overview
• Application Process
• COVID-19 Relief
• Resources

•

Federally Qualified Health Center (FQHC), Colorado Commission for the
Homeless
• Promising Practices
• Lessons Learned during COVID-19

•

Q&A

Saving Lives. Protecting Americans.
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Speakers
• Federal Communication Commission (FCC)/Universal Services Administrative
Company (USAC)
 Micah Caldwell, Special Counsel, Telecommunications Access Policy Division,
Wireline Competition Bureau at FCC
 Stephen Butler, Senior Director, Lifeline Program at USAC
 Leah Sorini, Communications Specialist, Lifeline Program at USAC

• Federally Qualified Health Center (FQHC)/Health Care for the Homeless (HCC)
 Andrew Grimm, MHA, MPH
Vice President of Integrated Health Services
Colorado Coalition for the Homeless
 Kaylanne Chandler, RN
Director of Nursing

Saving Lives. Protecting Americans.
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Helping Consumers Apply for Lifeline

Presented by the FCC and USAC
September 30, 2020
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Overview
Universal Service Administrative Company (USAC)
• The Universal Service Fund exists to ensure that all people in the United
States have access to quality, affordable connectivity services
• USAC is the organization designated by the Federal Communications
Commission (FCC) as the permanent administrator of the Universal Service
Fund and its four programs:
• Lifeline Program
• High Cost Program (Connect America Fund)
• Rural Health Care Program
• Schools and Libraries (E-Rate) Program

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Overview
Lifeline Program
• All eligible consumers receive a discount of up to
$9.25 per month
A monthly discount
on phone or Internet
service for eligible lowincome consumers

• Consumers who live on qualifying Tribal lands
receive enhanced support of up to $34.25 per
month
• Out of the seven million households that
participate in Lifeline, about 274,000 of those
receive enhanced support
• A household is defined as a group of people that
share income and expenses, and only one
Lifeline benefit is permitted per household

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Overview
How to Qualify for Lifeline
Consumers qualify for Lifeline by showing that:
•

Their income is at or below 135% of the federal poverty guidelines, OR

•

They participate in at least one of the following qualifying government programs:
•

Supplemental Nutrition Assistance Program (SNAP)

•

Medicaid

•

Supplemental Security Income (SSI)

•

Federal Public Housing Assistance (FPHA)

•

Veterans Pension or Survivors Pension

•

Additional programs for res idents of federally-rec ognized Tribal lands :
•

Bureau of Indian Affairs (BIA) General Assistance

•

Tribally-Administered Temporary Assistance for Needy Families (TANF)

•

Tribal head Start

•

Food Distribution Program on Indian Reservations

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Application Process
Ways to Use the National Verifier
The National Verifier (NV) checks a consumer’s Lifeline eligibility. After eligibility is determined
by the NV, a consumer selects a Lifeline-eligible phone or Internet provider in order to enroll in the
program and receive service.
Consumers may apply through the NV using one of the three options below:
Option 1

Option 2

Option 3

Apply with a Paper Form

Apply Online: Consumer Portal

Apply with a Service Provider

•

The consumer fills out the
National Verifier Lifeline
Application Form

•

The consumer mails in their
documentation to the
Lifeline Support Center or
delivers it to their service
provider

•

The consumer visits
CheckLifeline.org from any
computer or mobile device
to create an account and
complete the electronic
application

•

The consumer can find service
providers in their area using the
Companies Near Me tool on
USAC’s website

•

The consumer visits a service
provider store or website and the
service provider will collect the
consumer’s information

Note: In California, Oregon, and Texas, the NV relies on existing state eligibility processes. Consumers in these three states should check
with their provider or Public Utility Commission (PUC) to begin the Lifeline application process.
© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Application Process
Apply Online: Consumer Portal

Available for Public Use

Apply Online
Visit CheckLifeline.org to begin the online application.

Returning consumers
sign in here

New consumers
sign in here
© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Apply Online
Consumers Must Qualify & Enroll
Apply

After a consumer selects their state and territory and “Get Started,” they:
Step 1: Enter their personal information (name, date of birth, SSN4 OR Tribal
Identification Number, and primary address)
Step 2: Create an account, security questions, and indicate how they prefer
USAC contacts them (phone, email, or mailing address)
Step 3: Indicate how they qualify for Lifeline by selecting a check mark next
to the program(s) they participate in OR that they qualify through income
Step 4a: Review their information
Step 4b: Resolve any error(s) associated with the application

Enroll

Step 5: Review and certify to nine statements by entering their first and last
initial next to each statement; provide an electronic signature by typing in
their full name
Step 6: Once a consumer has qualified, they contact a Lifeline company in
their area to enroll

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Apply Online
Address Field: Tips
Applicants are required to include their primary address on the Lifeline application.

RED HOUSE IN THE MIDDLE OF TOWN

Sample Town

WA

12345

Consumers experiencing homelessness or
consumers whose home doesn’t have a street
number/name can input a descriptive address
© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Apply Online
Address Field: Resolving Address Errors
•

If a consumer entered a descriptive address
(e.g., consumer experiencing
homelessness) or another address that
cannot be verified, they will need to provide
more information using this mapping tool

•

The map will try to locate where the
consumer resides based on the information
originally entered
•

•

The latitude and longitude fields will
automatically populate

The consumer can move the pin around to
locate where they live

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Apply with Paper Form
•

Consumers must complete all
sections of the application
(excluding page 7)

•

Write clearly, using black ink and
capital letters

•

Consumers enter the same
information they would include on
the online application

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Apply with Paper Form
Resolving Address Error (1/2)
Option 1: If a consumer has access to the Internet but does not want to
submit an online application, USAC recommends that they use a mapping
tool (such as Google maps) to drop a pin where they live
•

Consumers may take a screenshot of the mapping tool (the image should include
the dropped pin and the consumer’s latitude and longitude coordinates) and print
it out

•

Consumer should mail this map to the Lifeline Support Center, with a cover sheet

Option 2: A consumer may use a map from their community (e.g., from a gas
station or phone/Internet company or, if applicable, Tribal government)
•

The consumer must circle where they live

•

If coordinates are known, the consumer should write them on the map

•

Consumer should mail this map to the Lifeline Support Center, with a cover sheet

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Apply with Paper Form
Resolving Address Error (2/2)
Option 3: Consumers may hand draw a map to show where they live
•

This map should include cross roads, identifiable landmarks, and distances

•

If coordinates are known, the consumer should write them on the map

•

Consumer should mail this map to the Lifeline Support Center, with a cover sheet

Option 4: Several other documents are acceptable to resolve an address error
USAC strongly recommends that consumers seeking the enhanced Tribal benefit use options 1 – 3.
© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Apply with Paper Form
Submission
•

Consumers mail completed applications to:
USAC Lifeline Support Center
P.O. Box 7081
London, KY 40742

•

USAC will send an eligibility decision via mail from the Lifeline Support Center
• If a consumer’s application receives an error and they need to submit more
information, the consumer will also be notified via mail

•

Consumers should receive eligibility decisions within 7 and 10 days unless
additional information must be submitted

•

Consumers can call the Lifeline Support Center to check their application status
at (800) 234-9473

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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COVID-19 Relief
Temporary Program Changes (1/2)
The FCC and USAC suspended certain rules and processes through
November 30 to ensure existing Lifeline subscribers are not
involuntarily removed from the program during the pandemic:
• Recertification
• Reverification
• General de-enrollment requirements, except de-enrollment at the
consumer’s request
• Usage requirements
• USAC program integrity reviews

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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COVID-19 Relief
Temporary Program Changes (2/2)
The FCC and USAC adjusted certain documentation requirements through November
30 to make it easier for those hardest hit by the pandemic to apply:
Proof of Income: Consumers who do not have three consecutive months of income
documentation may provide other official documentation

•
•

Notice of unemployment benefit payments

•

Notice of a successfully submitted application for unemployment benefits

•

Proof of Identity: USAC will accept driver’s licenses or state identification cards that have
expired on or after March 1, 2020 when needed to complete a Lifeline application

•

Relief for rural, Tribal consumers: Consumers living in rural areas on Tribal lands may begin
receiving service even if they are still in the process of providing any necessary documentation
to confirm their eligibility
•

Consumers who enroll through this waiver process will have 45 days to provide the required
documentation

For more information, visit USAC’s Lifeline COVID-19 Response page

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Resources
State Fed Web Page
The FCC and USAC launched a dedicated web page with: Lifeline
Resources for State and Federal Partners
• Key Things to Know
• Lifeline Informational Material
• Application Process
• Lifeline Training Opportunities
• Contact Information

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Resources
Consumer Website
Visit LifelineSupport.org for additional educational
material:
• Videos on the application process
• How to resolve application errors
• Specific information for Tribal residents
• Companies Near Me - S earc h for companies that s erve a
s pec ific area by zip code or city and state

© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Resources
Lifeline Team
Connect with a Program Analyst by emailing
LifelineProgram@usac.org for detailed questions about Lifeline
systems, requests to partner with Lifeline to educate shared consumers,
and to provide program feedback.
Our Lifeline Support Center is meant to serve consumers. Contact that
team at:
• Phone: (800) 234-9473; email: LifelineSupport@usac.org
• Hours: 9 a.m.– 9 p.m. ET, 7 days a week

Lifeline Support can support questions related to:
• Lifeline Program rules

• Assistance with renewing the benefit

• The status of an application

• Assistance with the one-per-household
worksheet

• Documents needed to show eligibility
• Lifeline companies in the area
© 2020 Universal Service Administrative Co. l Lifeline Program Webinar
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Colorado Coalition
for the Homeless
Creating Lasting Solutions

Mission of CCH
The Mission of the Colorado Coalition for the Homeless is to work
collaboratively toward the prevention of homelessness and the
creation of lasting solutions for individuals and families
experiencing and at-risk of homelessness throughout Colorado. CCH
advocates for and provides a continuum of housing and a variety
of services to improve the health, well-being and stability of those it
serves.

Philosophy of Service
We believe all people have the right to adequate housing and healthcare. We work to remove
the barriers that restrict access to these rights. Society benefits when adequate housing and
healthcare are available to everyone.
We create lasting solutions to homelessness by:
• Honoring the inherent dignity of those we serve, affirming their capabilities and fostering
their hope that a better life is possible
• Building strong, caring and trauma-informed communities through the integration
of housing, healthcare and supportive services
• Advocating for social and racial equity, inclusivity and diversity and challenging

the status quo in partnership with our workforce members and those we serve
• Achieving excellence through continuous quality assurance, innovation and

professional development
• Using resources judiciously and effectively

Our History
1984
1985
1988
1990
1990 - 2000
2000
2002
2012
2013
2014
2016
2017
2018

Colorado Coalition for the Homeless was established
as a 501(c)(3) non-profit corporation
Stout Street Clinic opens
First transitional housing opens for women and children
CCH begins embarking on creating an affordable housing
community with support services
472 units of housing were built or acquired
CCH expands rural initiatives
Began integrating housing and healthcare, and opens first
affordable housing rental property
Offered integrated medical health, behavioral health and
social services accompanied by housing
CCH launches Fort Lyon recovery program
Stout Street Health Center opens
CCH collaborates with the City and developers to launch SIB
Renaissance Downtown Lofts opens
CCH breaks ground on Fitzsimons project for veterans

Integrated Healthcare Model
•

Federally Qualified Health Center
(FQHC) Status for Health Care Services

•

Recipient of HRSA Community Health
Center funding for Healthcare for the
Homeless (HCH) and Public Housing
Primary Care (PHPC) services

•

•

Multidisciplinary teams including case
management and other supportive
services collaborate to treat all of the
patient’s needs during each visit
This model of care is constantly
evolving in response to COVID-19

Respite
Care
Primary
Care

Eye Clinic

Substance
Use
Disorder
Treatment

Health
Care
Services

Pharmacy

Behavioral
Health
Care

Dental
Clinic

CCH 2019 UDS Data
• 15,204 unique individuals served
• 10,897 medical patients
• 4,634 dental patients
• 5,732 mental health patients
• 1,440 vision services patients
• 95% of patients age 18 and older

“

“

Housing is
Healthcare

Affordable Housing Including
Permanent Supportive Housing
19 properties
4,123 households
Combines low-barrier
affordable housing,
health care,
and supportive services
for individuals and families

Support Services
• Community Resources
• Outreach
• Project to Assist in the Transition
from Homelessness (PATH)
• Family Support Services
• Outreach
• Case Management Programs
• Housing Assistance
• Vocational Programs
• Recovery Services
• Rural support

Fort Lyon Supportive Residential Community
and Fort Lyon Health Center

• Historic former VA hospital campus on 500 acres in Bent County in rural Southwest Colorado
• Up to 250 residents on campus at a time
• Program model allows people experiencing homelessness to leave the community in which they continue to
struggle with substance use disorders and homelessness for up to two years in order to help them recover and
attain health stability.

CCH Telemedicine Services Prior to 2019
• CCH’s Fort Lyon Supportive
Residential Community is
located in rural Colorado,
over 3 hours from CCH’s
Denver-based services and
locations.
• Rural location and lack of in
person connection to other
provider colleagues makes
provider recruitment and
retention very challenging.
• Tele-psychiatry services
provided to Fort Lyon Health
Center patients by Denver
based provider.

Nurse Education, Practice, Quality and Retention (NEPQR) –
Registered Nurses in Primary Care (RNPC) Training Program
• Award from Health Resources and Services Administration (HRSA) Bureau of Health
Workforce (BHW)
• $700,000 annual award for 4-year project period starting July 1, 2018
• CCH is an unusual awardee as awards are typically given to Schools of Nursing
• Four-year training program to recruit and train nursing students and current registered
nurses (RNs) to practice to the full scope of their license in community-based primary
care teams to increase access to care, with an emphasis on chronic disease prevention
and control, including mental health and substance use conditions.
• Aims to achieve a sustainable primary care nursing workforce equipped with the
competencies necessary to address pressing national public health issues, even the
distribution of the nursing workforce, improve access to care and improve population
health outcomes by strengthening the capacity for basic nurse education and practice
and addressing national nursing needs under three priority areas: education, practice
and retention, as authorized by PHS Act sections 831(a)-(c) and 831A(a)-(c).

Nurse Education, Practice, Quality and Retention (NEPQR) –
Registered Nurses in Primary Care (RNPC) Training Program
CCH Program Objectives
• Implement longitudinal, multisite experiential training for RN students in
Enhanced RN role
• Increase Number of CCH RN’s who practice in an Enhanced RN Role
• Improve RN Retention Rates
• Create workflows and standing orders that enable Enhanced RN role in all
CCH sites. Consistent workflows ensure integration between housing,
respite, and integrated health care site RNs
• Increase percentage of satellite health center site patients that access
integrated health care services through enhanced RN role, including
creating a mobile telemedicine program for nurses.
• Improve Health Outcomes for Homeless Population Secondary to Enhanced
RN role and improved workflows.

Prime Health Innovation Challenge 2018

Prime Health Innovation Challenge 2018
• Powered by the Colorado Health Foundation, Prime Health’s annual
Innovation Challenge is a 6-month program that advances healthcare
through technological innovation, aiming to improve health equity,
access, quality, and cost for underserved communities in Colorado.
• CCH served as a judge and host organization for a pilot participant,
partnering with Care On Location, the 2nd place winner, to use their
$50,000 award to advance CCH’s telemedicine efforts including
implementation of tele-primary care at Fort Lyon and Care On
Location’s innovative portable telemedicine backpack.

Primary Care at Fort Lyon Health Center
• Difficulties with primary care provider recruitment in rural Colorado
led to Denver based primary care physician driving to Fort Lyon
weekly for 2 days of in person availability
• Partnership with Care On Location through Prime Health Challenge
supported creation of tele-primary care exam room at Fort Lyon
Health Center so Denver based providers could be available for
telemedicine appointments the remaining 3 days a week
• Until COVID-19 response, FQHCs in Colorado were not eligible for
Medicaid reimbursement for telemedicine services, making full
implementation of the model financially challenging

Primary Care Telemedicine Exam Room
at Fort Lyon Health Center

Care On Location Telemedicine Backpack

Street Outreach – Telemedicine Backpack
• CCH is the managing partner of the Denver Street
Outreach Collaborative (DSOC) which sends outreach
workers on the streets and into encampments to
connect individuals experiencing homelessness with
available services.
• In 2019, a Registered Nurse (RN) began taking a Care On
Location developed Telemedicine Backpack out with the
DSOC teams.
• The RN connected individuals who stated they would
not have gone to a health center location with care
critical to their continued health and safety
• Fulfills the critical HCH concept of “meeting people
where they are”

Telemedicine Backpack – Future Implementation
• State of Colorado Governor’s Office of eHealth
Innovation award to expand street and home based
telemedicine services using telemedicine backpacks and
other technology.
• Backpacks will be deployed with CCH care teams based
out of CCH owned and operated Permanent Supportive
Housing sites
• Case Managers and other non-RN staff will be trained to
use the backpacks to connect to primary care and
behavioral health providers based at other health center
locations or working remotely

CCH Response to COVID-19
• CCH performed first COVID test at Stout Street Health Center on
March 12th and immediately began placing individuals waiting results
in private hotel rooms in order to appropriately quarantine.
• Residents of CCH Permanent Supportive Housing were given phones
with 6 month plans to ensure CCH care team ability to communicate
with them during Stay At Home order.
• CCH providers transitioned to telemedicine encounters including
providing primary care, behavioral health, psychiatry, and case
management via telephone and video. In the second week of April,
over 60% of all encounters were delivered via phone or video.

Activated Respite & Protective Action
• In response to COVID-19, in partnership with the City of Denver, CCH
has brought online over 600 hotel rooms to be used for COVID-19
Activated Respite (AR) and Protective Action (PA)
• Activated Respite = Hotel rooms where individuals who are COVID-19
positive or awaiting the results can isolate and quarantine based on
CDC guidance.
• Protective Action = Hotel rooms where individuals 60 or older or who
have an underlying health conditions who are the highest risk for
poor outcomes can isolate to protect themselves from COVID
infection.

Telemedicine in Activated Respite & Protective Action
• AR and PA hotel rooms are located across 6 different hotel properties
scattered about the Denver metro area making staffing full care
teams at each site difficult.
• Due to the desire to limit high risk face to face contact with both AR
and PA clients, many services in AR and PA have been provided via
telephone and video.
• CCH will use the Office of eHealth Innovation Award to further
expand the use of telemedicine backpacks into the AR and PA sites.

Key Takeaways
• Be creative! Look for local or regional opportunities like the Prime
Health Challenge or other ways to partner with startups and tech
companies to expand your ability to provide services via telehealth.
• Meet people where they are! Many clients who have had an
encounter via telehealth have stated they prefer to seek care in this
way as it has lower barriers than having to go to a fixed clinic location.
• Don’t underestimate the power of a simple telephone call!

Questions & Answers
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Thank you!
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