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Introduction
Finding 
Affordable 
Plans

Assistance with Cost 

Most internet service 
providers offer low cost 
internet plans. This toolkit 
will help you find the right 
plan for your residents. 

Part I of this toolkit will 
guide you through plan 
options 

May be available through the following programs.  Part II and Part III 
of this toolkit will assist you in navigating enrollment in these programs 
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Lifeline ACP
Lifeline provides up to a 
$9.25 monthly discount on 
service for eligible low-
income subscribers. 
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

The Affordable Connectivity 
Program is a federal program 
that could provide up to a 
$30/month discount to 
qualifying participants. 
It is important to note that 
without additional funding 
from congress, the ACP is 
projected to run out of funds 
in April, 2024. Though funds 
could be restored by an act 
of Congress at a later date 



Part I: Finding an 
Affordable 
Internet Plan 
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Part II: Enrolling a 
Resident in 
Lifeline
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Who Qualifies 
for Lifeline 

If someone receives 1 of the following benefits:. 

• SNAP

• Medicaid

• WIC

• Supplemental Security Income (SSI) 

• Federal Public Housing Assistance (FPHA)

• Veterans Pension and Survivors Benefits

Household 
Size

Income Household 
Size

Income

1 $19,683 5 $47,439

2 $26,622 6 $54,378

3 $33,561 7 $61,317

4 $40,500 8 $68,256

Someone whose gross income falls 
below 200% of the federal poverty 

guidelines  (Thresholds below)
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Enter resident’s personal information 

Create an Account*

• The resident will need to have an email address. 
If the resident does not have email, see pages 58-60 on how to create a
FREE email account for them  



Sign in and start new
 application 



Select how
 resident qualifies: Program

s/Incom
e

Then review
 your inform

ation, address any errors, and subm
it



After your resident 
qualifies for Lifeline

• After you qualify, 
choose a phone or 
internet company near 
you that offers the 
Lifeline benefit and 
sign up for service with 
them. You can also ask 
your current company 
to apply your Lifeline 
benefit to a service you 
are already getting if it 
offers the Lifeline 
benefit.

• Once they sign you up, 
you will start getting 
your Lifeline benefit.

• A list of companies 
and plans is available 
in Part I of this guide
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Setting up a free email account 
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Documentation 
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Documentation 

Before you begin in CareGuide: Be sure to have your residents sign the following 
documents: 
• Confidentiality Agreement
• Release of Information authorization 

In CareGuide: Add Associated Entity 
• Open resident profile and select “Edit” 
• Go to bottom of screen and look for “Associated entities” 
• Click on “Add Entity”
• Enter start date (whenever you signed up for the service) 
• Under “Entity type” select “program”
• Under “Entity name”, select BEC and then hit save 

A note for all service coordinators. The following documentation applies only to 
application to the Lifeline program, not enrollment with an internet service provider. 

A Note to non-CareGuide users: The below information is for employees who 
document in National Church Residences’ proprietary software, CareGuide. If you do 
not use CareGuide, please see your own user manuals for appropriate 
documentation practices. 

Your Community
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Documentation 
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Documentation 

In CareGuide: Assessment
• Return to participant dashboard
• Select “Assessments” 
• Under “Choose assessment template,” select “Lifeline Assessment”  
• Complete assessment according to template 

• Make sure all items in red are complete 
• Under “progress note,” type “SC assisted resident with Lifeline Program  application”

• Select outcome of Lifeline application 
• Once assessment is complete and saved, move onto creating a care plan 

In CareGuide: Care Plan 
• Return to participant dashboard
• Under “Active Care Plans” select “new”
• Select “BEC,” then “BEC Only benefit enrollment,” 
• Add log 

• Enter interaction date
• Add Intervention

• Select ‘Home Internet’
• Under “Notes,” type “SC assisted resident with Lifeline program application”
• Under “Has Care Plan Need been met?” Select “Yes” and provide narrative
• Under “Information released,” enter “Personal information”
• Under “Agency released to,” enter Lifeline
• Under “Purpose,” enter Lifeline
• Attach signed release documents 
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Lifeline

Lifeline



Part III: Enrolling a 
Resident in ACP
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Who Qualifies 
for the ACP? 

If someone receives 1 of the following 
benefits:. 
• SNAP

• Medicaid

• WIC

• Supplemental Security Income (SSI) 

• Federal Public Housing Assistance 
(FPHA)

• Veterans Pension and Survivors Benefits

• Free and reduced school lunch program

• Received a Federal Pell Grant in the 
current year

Household 
Size

Income Household 
Size

Income

1 $33,980 5 $64,940

2 $36,620 6 $74,380

3 $46,060 7 $83,820

4 $55,500 8 $93,260

Someone whose gross income falls 
below 200% of the federal poverty 

guidelines  (Thresholds below)

If someone receives a 
Lifeline Benefit 
• Participants can apply 

both their ACP benefit and 
their Lifeline benefit to the 
same or separate services
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BEFORE YOU MOVE ON!
• ACP availability depends 

on changes in government 
funding. Be sure this 
program is currently 
funded before you apply



Enrolling a Resident in 
ACP is a 2 step process

Keep Reading to find step-
by step instructions in…

Be Prepared: Making sure you 
and your residents have 
everything you need to 
complete the process.

Step 1: Applying for the ACP 
benefit. This step is where you 
will establish that your resident 
is eligible for the program.

Step 2:  Enrolling with an 
internet service provider (ISP). 
This step means contacting a 
participating ISP to select a plan 
and have the discount applied.  
Note that this step may be 
more difficult than the first. 

Documentation:  Keep track of 
resident application and 
enrollment status in CareGuide
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BEFORE YOU MOVE ON!
• ACP availability depends 

on changes in government 
funding. Be sure this 
program is currently 
funded before you apply



Be Prepared! 
• What you, the service 

coordinator/volunteer will need: 
• Your toolkit to guide you through the process
• A computer or tablet 
• A power source
• Wifi/Internet Access
• A smartphone or scanner if you need to upload 

images /documents
• Easy Access to the ACP website and provider 

websites. Consider bookmarking them or using a 
QR Code 
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• Identification
• Legal full first and last name or family 

name (make sure it matches  residents 
form of ID listed below)

• Date of Birth
• Last 4 of Social Security Number 

(easiest)  or one of the following
• Taxpayer ID Number
• Driver’s License (upload photo)
• Military ID (upload photo) 
• Passport (upload photo)
• Student ID (upload photo)
• Other government ID (upload photo)

• Contact information
• Address where resident wants service
• Mailing address
• Phone number
• Email address

• An email address is required. If your 
resident does not have an email 
address, you should help them create 
a free email address

• Step-by-step instructions for setting 
up a free gmail account are on page 
58-60

Be Prepared! What your residents will need
• Documents to confirm eligibility 

Qualifying through Documents needed

Income Prior year’s federal 
and/or state tax return 
or Social Security 
statement of benefits, 
income statement from 
a job

Medicaid Award letter or recent 
statement

SNAP Award letter or recent 
statement

SSI Award letter or recent 
statement

WIC Award letter or recent 
statement

Federal Public Housing 
Assistance

Award letter or recent 
statement

Free/Reduced school 
lunch

Letter from the school

Federal Pell Grant Department of 
Education documents 
that show student has 
received grant
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Applying for the ACP Benefit 

































Fill out the form found on the next page and give it 
to your resident so that they have all information 
pertinent to their ACP application 

Before you move on!



Contact an internet company to get 
your ACP benefit

What to do next
If you already have internet

Contact your internet company and say, "I have been approved for 
the Affordable Connectivity Program and would like to apply it to 
my service." Then, give them the Application ID, Full name and 
Address.

If you don't currently have internet

Find an internet company that can provide service to your address 
and say, "I have been approved for the Affordable Connectivity 
Program and would like to sign up for internet." Then, give them 
the Application ID, Full name and Address.

Email Address: _________________________________________

Username: ____________________________________________

Password: _____________________________________________

ACP Account if additional documents needed: _____________________

Application ID: _________________________________________

Need help? If you have questions about the Affordable Connectivity 
Program (ACP), call us at 1 (877) 384-2575 or send us an email 
at ACPSupport@usac.org.



Enrolling with an Internet Service Provider using ACP

Once your resident qualifies using the ACP application, they will receive 
an “Application Approval Code.” The resident must keep this code and use 
it when enrolling with an Internet Service Provider (ISP)  

You will then find an ISP in your service area that has participating low 
cost  plans. A spreadsheet (updated August 2022) can be found on the 
next page, or you can visit  
https://www.affordableconnectivity.gov/companies-near-me/. On that 
site, you will be able to search by geographic region and cost. Some plans 
will be entirely free after the ACP discount while others may still cost the 
resident some money.  

After your resident have decided on the plan and provider, contact the 
provider to enroll your resident.  Step by step instructions for the most 
popular plans are included in this toolkit’s “Additional Resources” section. 

If your resident has never had home internet before, or if they are changing 
providers, the provider will likely send equipment to the resident for “self 
installation.” Residents may require assistance with set-up.  

If you or your resident are talking to a customer service representative on 
the phone, ask how long it will take the benefit to be applied to the 
household’s account. Registering the benefit can take over a month, which 
means an individual may be billed for their first month of service.
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Documentation 
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Documentation 

Before you begin in CareGuide: Be sure to have your residents sign the following 
documents: 
• Confidentiality Agreement
• Release of Information authorization 

In CareGuide: Add Associated Entity 
• Open resident profile and select “Edit” 
• Go to bottom of screen and look for “Associated entities” 
• Click on “Add Entity”
• Enter start date (whenever you signed up for the service) 
• Under “Entity type” select “program”
• Under “Entity name”, select BEC and then hit save 

A note for all service coordinators. The following documentation applies only to 
application to the ACP program, not enrollment with an internet service provider. 

A Note to non-CareGuide users: The below information is for employees who 
document in National Church Residences’ proprietary software, CareGuide. If you do 
not use CareGuide, please see your own user manuals for appropriate 
documentation practices. 

Your Community
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Documentation 
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Documentation 

In CareGuide: Assessment
• Return to participant dashboard
• Select “Assessments” 
• Under “Choose assessment template,” select “BEC ACP Assessment”  
• Complete assessment according to template 

• Make sure all items in red are complete 
• Under “progress note,” type “SC assisted resident with Affordable Connectivity Program  

application”
• Select outcome of ACP application 
• Once assessment is complete and saved, move onto creating a care plan 

In CareGuide: Care Plan 
• Return to participant dashboard
• Under “Active Care Plans” select “new”
• Select “BEC,” then “BEC Only benefit enrollment,” 
• Add log 

• Enter interaction date
• Add Intervention

• Select ‘Home Internet’
• Under “Notes,” type “SC assisted resident with Affordable Connectivity Internet program 

application”
• Under “Has Care Plan Need been met?” Select “Yes” and provide narrative
• Under “Information released,” enter “Personal information”
• Under “Agency released to,” enter “Affordable Connectivity Program” /ACP
• Under “Purpose,” enter “ACP Application
• Attach signed release documents 
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ACP FAQs Q: Do I receive the funds directly each month?

A: No. ACP provides a monthly discount on internet service 
of up to $30 per eligible household. The participating 
internet service provider will receive those funds directly. 

Q: Can I apply for ACP if I have a past due balance with the 
internet provider?

A: Yes. Eligible customers with a past due balance or a 
balance in collections are still eligible for the benefit 

Q: Can I sign up for ACP if I am already a customer or was a 
customer in the past?

A: Yes. The benefit is available to eligible new, prior and 
existing customers of participating providers.

Q: What is Lifeline and how do I qualify?

A: Lifeline is the FCC's program to help make 
communications services more affordable for low-income 
consumers. 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 SNAP, Medicaid, Federal 
Public Housing Assistance, Supplemental Security Income, 
the Veterans and Survivors Pension Benefit, or certain Tribal 
Programs.

Q: If I already receive Lifeline benefits will I automatically 
receive the Affordable Connectivity Program?

A: No. You must opt-in with your existing provider or request 
enrollment in the Affordable Connectivity Program with a 
participating internet provider and chose an eligible service 
plan. You can choose to receive the benefit from your 
current Lifeline service provider or another participating 
provider.

Q:  Can I receive both the Affordable Connectivity Program 
and Lifeline benefits at the same time?

A: Yes. You can also combine these benefits with other state 
and local benefits where available. They can be applied to 
the same qualifying service or separately to a Lifeline service 
and an Affordable Connectivity Program service with the 
same or different providers
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Part IV: Additional 
Resources 
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Hosting an Affordable Internet Enrollment Event 

Select Your Space and make sure it has what you need:
• Seating 
• Wi-Fi/Internet Access
• Power / outlets for laptops
• Plenty of space for privacy 

Get people out of their apartments!
• Make sure your event is at a day and time that works for many residents
• Think about having games, prizes, or snacks to draw people’s attention 

Navigators & Vendors 
• Be sure you have plenty of navigators to help with enrollments. These 

navigators can be volunteers or members of digital navigator organizations

• Invite ISPs to be part of your event. If residents select their plan, the ISP can 
help the resident enroll. 

• Train all volunteers on the process in advance. You can use this toolkit

Promote your Event
• Hang fliers (find a template on the next page)
• Introduce resident to the idea of the event in advance. Remind them 

what to bring to complete the  application

Share your success!
• Take photos (and be sure residents have signed a photo waiver)
• Post on social media or share with local news outlets 
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Did you know internet service providers offer 
low cost plans? And there are government 
programs to lower your costs even more. 
Learn more at our upcoming event!



Additional Resources (All Regions)
• National Church Residences Benefits 

Enrollment Center: Our experts on securing public 
benefits for seniors can answer questions about ACP 
and the application and enrollment processes 

• 888-448-9013

• Lifeline Support Center : Open 7 days a week 
from 9am-9pm EST

• 800-234-9473
• lifelinesupport@usac.org 

• ACP Support Center : Can help with status of an 
application, what documents are accepted, internet 
service providers in your area, assistance with the 
application, and resetting an account

• 877-384-2575
• ACPSupport@usac.org 

• File an ACP Complaint: If you are having issues 
with the internet service provider properly applying 
the ACP Discount, visit 

• www.consumercomplaints.fcc.gov , then  
• Select ‘File ACP Complaint’ 
• File Complaints 
• Select ‘availability’ as the issue
• Fill in the form 

Additional Resources (Ohio) 

• Ohio Connectivity Champions: Boots on the 
ground resources for removing barriers to internet access. 
They can assist with applications or enrollment events. 
Ohio Connectivity Champions are also digital navigators 
who can help seniors work through all kinds of technology 
issues

• Request assistance via webform at www.ohio-
k12.help/connectivity-champions/

• Hotline 844-512-6446 8a-8p M-F

• Columbus Metro Libraries Digital Navigators: 
If your residents need help further help with technology, 
consider reaching out to your local library and enquiring 
about access to a digital navigator. 
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