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Links and Useful Resources 

Training Materials: 
 Training Slides
 Manual: Utilities Advocacy for Low-Income Households in Massachusetts
 Training recording

External links: 
 Cold Relief Brochure
 Fuel Assistance (LIHEAP) Information Page (page can be translated)
 Frequently asked questions about competitive electric supply

Fact Sheets & Reports: 
 Fact Sheet: Utility Help in MA
 Assisting Massachusetts Victims of Crime and Domestic Violence Who are Having

Problems Establishing a New Account or Paying Their Utility Bills
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 RAFT FY 22 Administrative Plan

https://bit.ly/stay-connected-presentation
http://bit.ly/stay-connected-manual
https://www.nclc.org/images/pdf/energy_utility_telecom/stay%20connected/App_G_Termination_Schedule.pdf
https://www.nclc.org/resources/ma-utility-consumer-rights-course/
https://www.mass.gov/doc/fy-2024-cold-relief-brochure-2/download
https://www.mass.gov/service-details/learn-about-low-income-home-energy-assistance-program-liheap
https://www.mass.gov/service-details/what-do-i-need-to-know-about-my-electric-supply-options-in-massachusetts
https://www.nclc.org/resources/utility-help-in-massachusetts/
https://www.nclc.org/resources/consumer-protections-the-affordable-connectivity-program/
https://www.nclc.org/wp-content/uploads/2023/02/raft-admin-plan.pdf
https://www.nclc.org/resources/assisting-ma-victims-of-crime-and-domestic-violence-survivors-who-are-having-problems-establishing-a-new-account-or-paying-utility-bills/
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CHECKLIST OF KEY UTILITY PROTECTIONS: 

FOR ADVOCATES ASSISTING CLIENTS WITH UTILITY PROBLEMS 

1. SERIOUS ILLNESS: ALWAYS ask your client if there is ANY person in the

household (adult or child) who has a serious illness. Utilities cannot shut off (and must

restore) utility service if anyone in the house has a serious illness. An illness can be

physical (pneumonia, etc.) or mental (depression, bipolar, ADHD), short-term (e.g., flu)

or long-term (cancer), as long as a doctor, or physician’s assistant (P.A.) or nurse

practitioner (N.P.) puts in writing that there is a “serious illness” in the household. The

utility company does NOT get to decide what a serious illness is. A phone call from the

doctor (or N.P. or P.A.) to the company is initially ok, if later followed by a letter.

Advocates should ask that utility service be restored the same day (at worst, the next day)

whenever you can document a serious illness, by phone, fax or letter from a

doctor/P.A./N.P. You will also need to document that the client has a “financial hardship”

in paying bills. The regulations are 220 CMR 25.03 (see #7 below). Any client who

receives LIHEAP (fuel assistance) (currently, up to 60% of the state median income) is

automatically presumed to have a financial hardship. Families with slightly higher

incomes can ask the Department of Public Utilities to determine that they have a

“financial hardship” paying the utility bills.

2. CHILD UNDER 12 MONTHS: ALWAYS ask if there is a child under the age of 12

months in the household. A utility company cannot terminate service if there is an infant

under 12 months in the home and must restore service if it has already been terminated.

The child’s age can be documented by birth certificate, baptismal certificate, or any other

reasonable means. “Financial hardship” must also be shown. 220 CMR 25.03 (see #7

below).

3. WINTER MORATORIUM: Utilities cannot terminate service that is heat-related

(meaning: natural gas service, if used to heat the home; or electricity, if the tenant pays

for heat because electricity is needed for furnace/boiler controls) between Nov. 15 and

Mar. 15 if the household has a “financial hardship.” These dates are often extended to

April. 220 CMR 25.03 (see #7 below).

4. ELDERLY CLIENTS: If every adult in the household is age 65 or over, the company

needs the explicit approval of the DPU to terminate service, which is almost never sought

by the utilities. If the elders are experiencing a “financial hardship,” service absolutely

cannot be terminated and must be restored if it has been terminated. ALWAYS notify the

company if every adult in the household is age 65 or over. 220 CMR 25.03 (see #7

below).

5. DISCOUNT RATES: ALWAYS determine if your client is on the low-income discount

rate. However, many clients will not know. When in doubt, call the company to see if

your client is on the rate. It’s very easy for the company to check. Many advocates have

been able to get their clients on the rate retroactively to the date that the client became

eligible. This can be extremely helpful if the client has been terminated and owes a large

amount because a retroactive adjustment will reduce or eliminate the arrearage. However,
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get advice from NCLC if you are trying to do this. Discount rates are mandated by law, 

and all regulated gas and electric companies have them. Clients on LIHEAP and with 

income at or below 60% of state median income are eligible for the discount and will 

usually get the discount automatically via the fuel assistance agency notifying the utility 

(but worth verifying). Clients on TAFDC, Food Stamps, Mass Health, WIC, and other 

income-tested programs with income at or below 60% of the media are also eligible, but 

may have to apply to the utility directly; some of these are being automatically enrolled 

as of 2005. Some of the companies post their discount rate applications on the web. 

6. PAYMENT PLANS: ALL clients are entitled to PAYMENT PLANS. This allows a

client who is behind on her bills to spread the payments over several months. If the client

has NOT yet been terminated, the company MUST offer a payment plan of AT LEAST

four months. Some payment plans go 12 months or longer. If the client has been

terminated, the rules are not as favorable, and are strictest during the fall (because the

winter moratorium is about to begin and companies are most aggressive in trying to shut

off service). ALWAYS insist on a payment plan that your client can afford. 220 CMR

25.01(2), 25.02(6).

7. To read the Billing and Termination Procedures of the Department of Public Utilities

(DPU) visit: http://www.mass.gov/eea/docs/dpu/cmr/220cmr2500.pdf. This page includes

the most relevant state regulations governing the billing and termination practices of

utility companies. In this Checklist, the regulations are referred to as “220 CMR, (section

#)” because these regulations are found in Title 220 of the Code of Massachusetts

Regulations.

8. If you have trouble getting a utility to comply with any of the protections or programs

described above, call the DPU’s Consumer Division at (877) 886-5066, or email

DPUConsumer.Complaints@state.ma.us. The front-line phone representative should

intervene on your client’s behalf. If not, ask to speak to his or her supervisor. Ultimately,

you can speak to the Director of the Consumer Division, currently Nancy Stevens. If you

need to take the complaint this far, contact the National Consumer Law Center:

Stay Connected
National Consumer Law Center 

7 Winthrop Sq. 4
th

 flr. 
Boston, MA 02110-1006 

(617) 542-8010 (voice) 

stayconnected@nclc.org
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ELIGIBILITY FOR KEY PROTECTIONS 

AGAINST TERMINATION 

Protection Requirements 

Elderly • All adult household members must be 65 or older.

• Household must notify company.

• No proof of financial hardship required; company must get

individual permission of DPU to terminate.

• IF there is a financial hardship, termination absolutely

prohibited.

Serious Illness • Must show that someone (customer or family member) is

seriously ill, by submitting letter from doctor/nurse

practitioner or physician’s assistant.

• Must demonstrate financial hardship.

• Serious illness letter must be renewed every 90 days (or every

180 days for a “chronic” illness).

Winter 

Moratorium 
• Applies to gas (if used to heat) or electricity (if used to

operate furnace, boiler, thermostats, or heating controls).

• Runs from November 15
th

 – March 15
th 

(often extended).

• Must demonstrate financial hardship.

Infant • An infant under the age of 12 months must be living in the

household.

• Must submit birth certificate, baptismal certificate, or other

reasonable proof of age.

• Must demonstrate financial hardship.
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Utility Service Intake Form 

The questions below will help you gather the information needed to advocate on behalf of 

your client. After attending the “Stay Connected” training and using the handbook as a 

reference, this intake form will help you determine what resources and options are 

available to your client.  

1. Is the customer having a problem with:

____ Gas bill ____ Electric bill ____ Both 

2. Is service:

____ Currently connected, but at risk of termination 

____ Currently connected and not at risk of disconnection 

____ Currently disconnected 

3. How much money is currently due:

_________Electric bill 

_________Gas bill 

4. Approximate household income:

____ Less than $1,000/month 

____ $1,000 to $1,500/month 

____ $1,500 to $2,000/month 

____ $2,000 to $2,500/month 

____ More than $2,500 

5. Is your client on the discount rates (Y/N)?

____ Electric 

____ Gas 

____ My client’s income is below 60% of median income ($65,387 for a family of 4, 

in FY2017 and $66,115 for a family of four, in FY 2018; higher or lower amounts for 

larger or smaller families) 
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6. Does the client receive fuel assistance (Y/N)? ____

7. Own ____  Rent ____

8. Heating service (check which fuel is used to heat and whether the landlord or

tenant pays for the heating fuel):

____ Gas       ____ Tenant pays  ____ Landlord pays 

____ Oil         ____ Tenant pays ____ Landlord pays 

____ Electric  ____ Tenant pays ____ Landlord pays 

9. Residents:

Is there a child under the age of 12 months living in the unit  Y____N____ 

Is there someone in the unit who is seriously ill (mental or physical illness qualifies) 

Y_____    N____ 

If there is an illness, is it chronic/long-term?  Y____N 

Are all adults in the household 65 years of age or older?   Y ____   N___ 

10. Can your client afford to pay 25% of the past due bill?
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AUTHORIZATION FOR RELEASE 

OF INFORMATION AND RECORDS 

TO: 

I request and authorize you to release information about me to any employee 

of 

and to make available my records for inspection and to provide such copies of those 

records as requested. 

I also agree that a photostatic or facsimile-transmitted copy of this 

authorization be accepted with the same authority as the original. 

_______________________________ 

Name: _________________________ 

Address: _______________________ 

_______________________________ 

Date: __________________________ 

10



HOW TO TELL IF YOUR CLIENT IS ON THE DISCOUNT RATES 

Discount electric and gas rates can save low-income households hundreds of dollars each 

year on their bills.  It's therefore very important to figure out if your clients are on the 

discount rates. 

Most companies in the state follow the same numbering pattern for their residential rates, 

using either  

"A1, A2, A3, A4" or "R1, R2, R3, R4".   

Rates that have the "1" or "3" are the regular, non-discounted rates ("1" denotes a non-

heating account; "3" denotes a heating account). 

Rates that have a "2" or "4" denote that the customer is on the discount rate.  ("2" denotes 

a non-heating account; "4" denotes heating).  IT IS VERY IMPORTANT TO MAKE 

SURE YOUR CLIENTS ARE ON RATES "2" OR "4", for companies that use this "1, 2, 

3, 4" sequence. 

However, a few companies do not follow the "1, 2, 3, 4" numbering sequence.  For 

example, Eversource follows the "1, 2, 3, 4" sequence in the Greater Boston territory, but 

it uses different numbering for customers in Cambridge, South Shore, and Cape Cod 

territories to keep track of these rates based on the old service territories.  It is also 

possible that other companies are not following the "1, 2, 3, 4" sequence. 

If you have any question whether your client is on the discount rates, you can always call 

the company and ask. 
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Resources for Voice and Broadband Assistance Programs 

Lifeline:   Lifeline is a federal benefit program that provides $9.25/month to eligible 
households for wired and wireless voice and internet.  It can cover voice-only service, 
but that is only $5.25/month. 
 https://www.mass.gov/service-details/lifeline-services
 https://www.mass.gov/service-details/check-your-eligibility-for-the-lifeline-program
 https://www.mass.gov/how-to/apply-for-a-discounted-communications-service-

through-the-lifeline-program
 MA Lifeline provider locator:   https://cnm.universalservice.org/
 See attached FCC fact sheet on Lifeline

Affordable Connectivity Program (ACP):  ACP is a federal benefit that provides 
households with up to $30/month (up to $75/month for households on Tribal lands) 
for internet service.  Some participating providers also participated in the ACP 
connected devices program and that provides up to $100 for a laptop, desktop or 
tablet and the household has a required co-pay of between $10-$50. 

 FCC’s ACP resources page: https://www.fcc.gov/acp
 MA ACP providers: https://www.fcc.gov/affordable-connectivity-program-

providers#Massachusetts
 MA ACP provider locator: https://cnm.universalservice.org/
 National Digital Inclusion Alliance list of Free and Low Cost Internet

plans: https://www.digitalinclusion.org/free-low-cost-internet-plans/
 ACP outreach materials: https://www.fcc.gov/acp-consumer-outreach-toolkit
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 The Affordable Connectivity Program stopped acceptin new applications and
enrollments on February 7, 2024.

 Full benefits are available through April 2024, with partial benefits
available in May 2024.

 Efforts to secure additional federal funds for ACP are ongoing, so stay tuned.

https://www.mass.gov/service-details/lifeline-services
https://www.mass.gov/service-details/check-your-eligibility-for-the-lifeline-program
https://www.mass.gov/how-to/apply-for-a-discounted-communications-service-through-the-lifeline-program
https://www.mass.gov/how-to/apply-for-a-discounted-communications-service-through-the-lifeline-program
https://cnm.universalservice.org/
https://www.fcc.gov/acp
https://www.fcc.gov/affordable-connectivity-program-providers#Massachusetts
https://www.fcc.gov/affordable-connectivity-program-providers#Massachusetts
https://cnm.universalservice.org/
https://www.digitalinclusion.org/free-low-cost-internet-plans/
https://www.fcc.gov/acp-consumer-outreach-toolkit
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Lifeline Support for Affordable Communications 
 

Lifeline is an FCC program that helps make communications services more affordable for low-income 
consumers. Lifeline provides subscribers a discount on qualifying monthly telephone service, 
broadband Internet service, or bundled voice-broadband packages purchased from participating 
wireline or wireless providers. The discount helps ensure that low-income consumers can afford 
21st century connectivity services and the access they provide to jobs, healthcare, and educational 
resources. 
 
If you're looking for more information about the Affordable Connectivity Program go here. 
 
How Lifeline Works 
 
Lifeline provides up to a $9.25 monthly discount on service for eligible low-income subscribers and up 
to $34.25 per month for eligible subscribers on Tribal lands. Subscribers may receive a Lifeline discount 
on either a wireline or a wireless service, but they may not receive a discount on both services at the 
same time. Lifeline also supports broadband Internet service and broadband-voice bundles. FCC rules 
prohibit more than one Lifeline service per household. 
 
Lifeline is available to eligible low-income consumers in every state, commonwealth, territory, and on 
Tribal lands. The Lifeline program is administered by the Universal Service Administrative Company 
(USAC). USAC is responsible for helping consumers apply for the program, understand eligibility 
requirements, and keep their benefit current through an annual recertification process. USAC's 
website provides additional information regarding the program, including program requirements. 
 
To participate in the Lifeline program, consumers must either have an income that is at or below 135% 
of the Federal Poverty Guidelines or participate in certain federal assistance programs, such as the 
Supplemental Nutrition Assistance Program (SNAP), Medicaid, Federal Public Housing Assistance, 
Supplemental Security Income, the Veterans and Survivors Pension Benefit, or certain Tribal 
Programs. You can see if you are eligible by reviewing the information available at lifelinesupport.org. 
 
National Verifier for Lifeline Eligibility 
 
To apply for Lifeline, a consumer must generally use the National Verifier application system, which 
they can access through USAC or a phone or internet company participating in Lifeline. The National 
Verifier is a centralized system established by the FCC and operated by USAC that verifies Lifeline 
applicants' eligibility and recertifies subscriber eligibility annually. Consumers who would like assistance 
from a service provider when applying can use the “Companies Near Me“ tool to locate a Lifeline 
program service provider in their area. 
 
Please note that consumers in California (except broadband-only consumers), Texas, and Oregon will 
continue to apply for the federal Lifeline benefit through the state's existing application process as they 
do today. For broadband-only consumers in California, consumers will need to apply through the 
National Verifier application system and the National Verifier will check the consumer's eligibility. For 
specific directions on how to apply for Lifeline in all three states, visit the National Verifier and select the 
relevant state from the drop-down menu and press “Get Started.” 
 

http://www.fcc.gov/consumer-governmental-affairs-bureau
https://www.fcc.gov/acp
https://www.lifelinesupport.org/
https://www.lifelinesupport.org/
https://aspe.hhs.gov/poverty-guidelines
http://www.lifelinesupport.org/
http://www.lifelinesupport.org/
https://cnm.universalservice.org/
http://www.lifelinesupport.org/
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If you have questions about your application, or would like an application mailed to you, contact Lifeline 
at (800) 234-9473 or LifelineSupport@usac.org. 
 
Program Rules 
 
Key rules include the following: 
 

▪ Lifeline is available only to subscribers whose eligibility can be verified by checking a program 
eligibility database or by submitting documentation demonstrating their eligibility. 

▪ Only one Lifeline benefit is permitted per household. Federal rules prohibit subscribers from 
receiving more than one Lifeline service. If a subscriber or his or her household currently has 
more than one Lifeline-discounted service, they must de-enroll from other Lifeline services 
immediately or be subject to penalties. 

▪ Subscribers must recertify their eligibility every year and should respond to any requests from 
the National Verifier's or state’s Lifeline administrator to recertify eligibility. Subscribers who fail 
to recertify their eligibility will be de-enrolled from the Lifeline program.  

▪ Subscribers receiving free service from their service provider must actually use their service to 
continue to be enrolled in the Lifeline program.  

 
Enhanced Lifeline Benefits for Tribal lands 

Because telephone subscribership levels on Tribal lands are the lowest in the country, enhanced 
Lifeline benefits are available to low-income residents of Tribal lands. You can find out more about 
which areas are eligible Tribal lands by visiting this site: https://www.lifelinesupport.org/tribal-benefit/.  

Link Up, another federal benefit program, is a one-time benefit, per address, that reduces the initial 
installation or activation fees of certain Lifeline providers offering telephone service on Tribal lands. 

What benefits are available through the Lifeline program's support for Tribal lands? 

For low-income consumers living on Tribal lands, Lifeline provides a monthly discount of up to $34.25 
off the cost of qualifying services (either wireline or wireless). This discount consists of up to $9.25 for 
qualifying broadband or bundled services or up to $5.25 for phone service (which is available to all 
eligible low-income subscribers across the United States) plus up to an additional $25 in enhanced 
support (which is available only to eligible low-income subscribers living on Tribal lands). Some states 
offer additional monthly discounts through their own Lifeline programs. 

Tribal Lands Link Up provides qualified subscribers living on Tribal lands with a one-time discount of up 
to $100 on the initial installation or activation of telephone service at their primary residence. For 
service initiation charges of up to $200, Link Up also provides a deferred, no-interest payment plan to 
the subscriber for up to one year. Subscribers can request Link Up once for each change of their 
primary residential (home) address. Tribal Link Up support is only offered to carriers who are building 
out infrastructure on Tribal lands, so not all carriers may be discounting their activation fee. Consumers 
can check with their Lifeline provider to see if they offer Link Up. 

What limitations are there on Lifeline and Link Up? 

Federal rules prohibit qualifying low-income consumers from receiving more than one Lifeline service at 
the same time. For instance, low-income subscribers who qualify may receive a Lifeline discount on 
either a home telephone or a wireless telephone service, but they may not receive a Lifeline discount 
on both services at the same time. 

http://www.fcc.gov/consumer-governmental-affairs-bureau
mailto:LifelineSupport@usac.org
https://www.lifelinesupport.org/tribal-benefit/
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Additionally, only one Lifeline service may be obtained per household. "Household" is defined as any 
individual or group of individuals who live together at the same address as one economic unit. An 
"economic unit" is defined as "all adult individuals contributing to and sharing in the income and 
expenses of a household." 

Lifeline support is available to eligible low-income subscribers living in group living facilities. Lifeline 
applicants may demonstrate when initially enrolling in the program that any other Lifeline recipients 
residing at their residential address are part of a separate household. Similarly, federal rules prohibit 
qualifying low-income consumers from receiving more than one Tribal Link Up discount at a primary 
residence. 

Frequently Asked Questions 
 
What is the current benefit under the Lifeline program? 
 
The Lifeline discount for eligible subscribers is up to $9.25 per month for qualifying monthly broadband 
or bundled services that meet the broadband minimum service standards. The discount for eligible 
subscribers is up to $5.25 for monthly service that only qualifies for the voice minimum service 
standards. The discount may be applied to either wireline or wireless services. 
 
What is the enhanced benefit amount for Tribal Lands? 
 
Up to $25 in enhanced support, in addition to the standard benefit, is available to eligible low-income 
subscribers living on Tribal lands. 
 
How can I determine if I am eligible? 
 
You can see if you are eligible for Lifeline service by reviewing the information available 
at lifelinesupport.org. 
 
How do I apply? 
 
There are several options to apply for Lifeline. You may apply directly through the Lifeline programs 
National Verifier online portal (lifelinesupport.org), or by mailing a paper application form (available at 
the National Verifier online portal after entering your state). 
 
You may also apply for the program by working with a Lifeline service provider either in-person at a 
store location or online via the service provider's website, if they support that option. To locate a Lifeline 
provider in your state, go to https://cnm.universalservice.org/. 
 
For any questions regarding the Lifeline application process, call USAC's toll-free number for the 
Lifeline Support Center at 1 (800) 234-9473, or email LifelineSupport@usac.org. 
 
What documentation do I need to provide when I apply for Lifeline service? 

Consumers may need to provide documentation if the National Verifier cannot automatically confirm 
their eligibility by checking a program eligibility database (for example, SNAP, Medicaid, 
etc.).Acceptable documentation to verify eligibility based on participation in a qualifying program 
includes a recent (dated within the past 12 months): statement of benefits from a qualifying program; 
notice letter of participation in qualifying program; program participation documents (or copy); or 
another official document of a qualifying program. More detailed information regarding acceptable 
documentation can be found at: https://www.lifelinesupport.org/documents-needed/ . 

http://www.fcc.gov/consumer-governmental-affairs-bureau
http://www.lifelinesupport.org/
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Acceptable documentation for income eligibility verification includes: the prior year's state, federal or 
Tribal tax return; current income statement from an employer or paycheck stub; Veterans 
Administration statement of benefits; retirement or pension statement of benefits; Unemployment or 
Workers' Compensation statement of benefits; federal or Tribal notice letter of participation in General 
Assistance; or divorce decree, child support award, or other official document containing income 
information. The subscriber must present the same type of documentation covering 3 consecutive 
months within the previous 12 months, if the documentation does not cover a full year of income. More 
detailed information regarding acceptable documentation can be found 
at: https://www.lifelinesupport.org/documents-needed/.  

If your eligibility cannot be confirmed automatically or through any documentation you provide you will 
be unable to enroll or may be de-enrolled from the Lifeline program. 

Can I get more than one discounted service? 

No. Federal rules prohibit eligible low-income subscribers from receiving more than one Lifeline 
discount per household. An eligible subscriber may receive a discount on either a wireline or wireless 
voice service (but not both), or on broadband or bundled service. If you, or any person in your 
household, are currently receiving more than one monthly Lifeline service, you must select one provider 
to provide your Lifeline service and be de-enrolled from Lifeline service from the other provider. You 
may also contact USAC's Lifeline Support Center for assistance at 1-800-234-9473 
or lifelinesupport@usac.org. Please do not share any sensitive personal information via email. 
Subscribers found to be violating the one-discount-per-household rule may also be subject to criminal 
and/or civil penalties. 
 
How is "household" defined for purposes of the Lifeline program? 

"Household" is defined as any individual or group of individuals who live together at the same address 
as one economic unit. An "economic unit" is defined as "all adult individuals contributing to and sharing 
in the income and expenses of a household." However, Lifeline support is available to eligible low-
income subscribers living in group living facilities. Lifeline applicants may be asked to complete a one-
per-household worksheet, which asks questions about your household to determine if there is more 
than one household at your address. 

The Lifeline Eligibility Pre-Screening tool available at https://www.lifelinesupport.org can help you 
determine who is a member of your household. 

How often do I need to verify my eligibility? 

Once when you first enroll, and once every year that you have Lifeline-supported service. 

You may become ineligible for Lifeline if your income has increased, you no longer participate in a 
qualifying federal benefit program, or someone else in your household gets Lifeline service. If you 
become ineligible, you must contact your provider immediately to de-enroll from the program. 
Otherwise, you may be subject to penalties. You may also contact USAC's Lifeline Support Center for 
assistance at 1-800-234-9473 or by email at lifelinesupport@usac.org. Please do not share any 
sensitive personal information via email. 

What if I have free Lifeline? 
 

http://www.fcc.gov/consumer-governmental-affairs-bureau
https://www.lifelinesupport.org/documents-needed/
mailto:lifelinesupport@usac.org
https://www.lifelinesupport.org/
mailto:lifelinesupport@usac.org


5 
 

Federal Communications Commission   ·  Consumer and Governmental Affairs Bureau   ·  45 L Street NE, Washington, DC 20554 
1-888-CALL-FCC (1-888-225-5322)   ·  ASL Video Call: 1-844-432-2275  ·  www.fcc.gov/consumer-governmental-affairs-bureau 

 

If you receive Lifeline service for free, the Lifeline program rules require you to use your service every 
30 days to keep your benefit, in addition to complying with all other rules for the Lifeline program. 
 
Who can I contact if I have an issue with a mobile phone or other hardware provided by my 
Lifeline service provider? 

The FCC does not subsidize any hardware associated with the Lifeline program, which includes mobile 
phones provided by a service provider to a Lifeline customer. If you are having issues with your mobile 
phone or other hardware associated with your Lifeline service, please contact your service provider 
directly. 

Who do I contact if I have a disability and want help applying for Lifeline? 

If you are a person with a disability and need assistance with your Lifeline application, contact the 
Lifeline Support Center at lifelinesupport.org or call 800-234-9473. 

If you have a question about whether your Lifeline service and equipment is accessible, contact the 
FCC's Disability Rights office at 202-418-2517 for a voice phone call, at 844-432-2275 by videophone, 
or by email at DRO@fcc.gov. 

To view an ASL video about Lifeline, visit: https://youtu.be/wwkjVrd5xHc.   
 
Report Fraud 
 
The FCC's Enforcement Bureau maintains a dedicated Lifeline Fraud Tip Line – 1-855-4LL-TIPS (or 1-
855-455-8477) – and an email address – Lifelinetips@fcc.gov – to facilitate reporting of possible fraud 
in the program. 
 
Please provide as much detail as possible, including the name and contact information of the 
individuals involved and the companies they are using to receive Lifeline-supported phone service. 
 
About Digital Connectivity and Lifeline Awareness Week  
 
The Federal Communications Commission, National Association of Regulatory Utility Commissioners 
(NARUC), and National Association of State Utility Consumer Advocates (NASUCA) have worked 
together since 2005 to promote outreach on the Lifeline program and, in the last two years, Affordable 
Connectivity Program (ACP). The purpose is to provide state, local, and Tribal entities with information 
and resources to help ensure that low-income consumers are aware of the programs and understand 
the requirements for participation. 
 
Digital Connectivity and Lifeline Awareness Consumer Outreach Media Contacts 
 

▪ NARUC: Regina Davis, rdavis@naruc.org 
▪ NASUCA: Barrett C. Sheridan, (717) 783-5048, bsheridan@paoca.org 
▪ FCC: Mike Snyder, michael.snyder@fcc.gov 

 
Consumer Help Center 
 
For more information on consumer issues, visit the FCC’s Consumer Help Center at 
fcc.gov/consumers. 
 

http://www.fcc.gov/consumer-governmental-affairs-bureau
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Alternate formats 
 
To request this article in an alternate format - braille, large print, Word or text document or audio - write 
or call us at the address or phone number at the bottom of the page, or send an email to 
fcc504@fcc.gov. To view an ASL video about Lifeline, visit: https://youtu.be/wwkjVrd5xHc.   
 
Last reviewed September 07, 2023 
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