
 

 

 

 

 

August 2, 2010 

 

William Dever 

Chief, Competition Policy Division 

Wireline Competition Bureau 

Federal Communications Commission 

Washington D.C.  20554 

 

Colleen Heitkamp 

Chief, Consumer Policy Division 

Consumer & Governmental Affairs Bureau 

Federal Communications Commission 

Washington, D.C.  20554 

 

 Re:  Notification Pursuant to 47 C.F.R. § 64.2009(f);  CC Docket No. 96-115 

  

Dear Mr. Dever & Ms. Heitkamp, 

 

CenturyLink, Inc., on behalf of its subsidiaries, Carolina Telephone & Telegraph 

Company, LLC and Central Telephone Company, both d/b/a CenturyLink (collectively 

“CenturyLink”), hereby notifies the FCC, pursuant to 47 C.F.R. § 64.2009(f), that one of 

its opt out mechanisms did not function correctly. 

 

Carrier Contact Information:  Susan T. Pate, Manager, Business Product Systems 

Integration, CenturyLink, 100 CenturyLink Drive, Monroe, LA  71203-2041.  Telephone 

number: (318) 388-9685. 

 

Description of Opt-Out Mechanism:  CenturyLink notifies its customers of their CPNI 

rights, including the opportunity to restrict the use of their CPNI through CenturyLink’s 

opt-out mechanisms.  CenturyLink maintains a database of customer information, 

including an “opt-out code” that designates that the customer has opted out of 

CenturyLink’s use of their CPNI, including making contacts outside of the service 

relationship with that customer. 

 

Description of Problem:  At 5:26 p.m. on July 26, 2010, the company discovered that its 

customer database in North Carolina did not correctly recognize customer opt-out 

preferences.  The cause of this error is as follows:  On May 3, 2010, legacy Embarq 

North Carolina customers were converted to the CenturyLink billing system.  As part of 

that conversion, the conversion personnel inadvertently failed to include the correct 
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company code applicable to North Carolina customers, and thus the Ensemble customer 

database failed to access the “opt-out code” recorded in the customer record for those 

customers in a non-Ensemble database.  Because this opt-out code was not correctly 

referenced by the billing system, we believe two outbound marketing lists and six direct 

mail lists were generated between June 1, 2010 and July 28, 2010 using the incorrect 

CPNI data.  CenturyLink is attempting to determine the number of opt-out customers 

who received solicitations based on their CPNI in North Carolina because of this 

computer error.  We have received no customer calls or complaints to date about this 

inadvertent error.  In addition, we note that this same problem did not occur in the one 

other legacy Embarq company whose billing system was converted prior to the North 

Carolina conversion.   

 

Remedy and Implementation Timetable:  All outbound calling and direct mail 

solicitations in North Carolina were stopped on July 28, 2010.  CenturyLink will not 

engage in marketing efforts based on CPNI data in North Carolina until the problem is 

corrected and the solution thoroughly tested.  To correct this inadvertent error, 

CenturyLink anticipates that it will enter the correct CPNI data elements in the new 

CenturyLink North Carolina billing system no later than August 15, 2010.   CenturyLink 

has instituted instructions to ensure that the correct CPNI data elements are (1) referenced 

in all future customer billing conversions and (2) carefully tested prior to and after 

conversion.  

 

Notification of State Commission:  Although there is no requirement that CenturyLink 

notify the North Carolina Utilities Commission of this CPNI issue, CenturyLink is 

providing a courtesy copy of this letter to that commission. 

 

Customer Notice:  Attached is a copy of the customer notice regarding CPNI rights that 

was sent to customers.   

 

Please let me know whether you have any questions. 

 

Sincerely, 

 
 

__/s/ Susan T. Pate___       

 

Susan T. Pate 

Manager, Business Systems Integration 

 



 

 

CPNI April 2009 Notification- Residential Customers 

Customer Proprietary Network Information (CPNI) Use of Account Information 

As EMBARQ provides services to you, EMBARQ develops information about the quantity, 
technical configuration, type, destination, amount of services you use, and other 
information found on your bill (“Customer Proprietary Network Information”, “CPNI”). 
Under federal law, you have a right, and EMBARQ has a duty, to protect the 
confidentiality of your CPNI. It’s an obligation that EMBARQ takes seriously.  

  
In order to serve you in the most effective and efficient manner, EMBARQ may use or share 
your CPNI with its affiliates for purposes of determining and offering other EMBARQ™ products 
and services, including DISH video services, that may interest you.  EMBARQ and its affiliates 
provide a growing suite of communications-related products and services including local, long 
distance and wireless services. EMBARQ may also disclose, share or permit access to your CPNI 
on a limited, as-needed basis with trusted agents who assist EMBARQ in providing you with 
communications-related services. These agents share the responsibility for protecting your 
CPNI. EMBARQ will not disclose or sell CPNI to third parties, unless otherwise required to do so 
by operation of law.  

  
Your approval for EMBARQ to use your CPNI may enhance our ability to offer products and 
services tailored to your needs.  However, if you so desire, you may “decline,” effectively 
preventing EMBARQ from using or sharing your CPNI with its affiliates for the purpose of 
offering other products and services not related to your current services by calling 1-877-901-
1012.   After hours, feel free to send an e-mail that includes your telephone number to 
privacyeq@embarq.com.   For users who are deaf or hard of hearing, TTY service is available. 
To notify EMBARQ regarding your local and/or long distance services, you can contact a TTY 
operator by calling 800-877-8973. Request the TTY operator to dial the appropriate number 
listed above and notify EMBARQ that you do not want EMBARQ to use your CPNI.  
  
If you decide to decline it will not have any impact on your current EMBARQ™ services.  Also, 
your decision on whether or not to decline is valid until you decide to change it. You may, at 
any time, decline or revoke your previous decision to decline by calling the appropriate number 
listed in the previous paragraph.  



 

 

 
CPNI April 2009 Notification- Business Customers 

 
Customer Proprietary Network Information (CPNI) Use of Account Information 

As EMBARQ provides services to you, EMBARQ develops information about the quantity, 
technical configuration, type, destination, amount of services you use, and other 
information found on your bill (“Customer Proprietary Network Information”, “CPNI”). 
Under federal law, you have a right, and EMBARQ has a duty, to protect the 
confidentiality of your CPNI. It’s an obligation that EMBARQ takes seriously.  

  
In order to serve you in the most effective and efficient manner, EMBARQ may use or share 
your CPNI with its affiliates for purposes of determining and offering other EMBARQ™ products 
and services, including DISH video services, that may interest you.  EMBARQ and its affiliates 
provide a growing suite of communications-related products and services including local, long 
distance and wireless services. EMBARQ may also disclose, share or permit access to your CPNI 
on a limited, as-needed basis with trusted agents who assist EMBARQ in providing you with 
communications-related services. These agents share the responsibility for protecting your 
CPNI. EMBARQ will not disclose or sell CPNI to third parties, unless otherwise required to do so 
by operation of law.  

  
Your approval for EMBARQ to use your CPNI may enhance our ability to offer products and 
services tailored to your needs.  However, if you so desire, you may “decline,” effectively 
preventing EMBARQ from using or sharing your CPNI with its affiliates for the purpose of 
offering other products and services not related to your current services by calling 1-888-635-
3733.   After hours, feel free to send an e-mail that includes your telephone number to 
business.privacy@embarq.com.   For users who are deaf or hard of hearing, TTY service is 
available. To notify EMBARQ regarding your local and/or long distance services, you can 
contact a TTY operator by calling 800-877-8973. Request the TTY operator to dial the 
appropriate number listed above and notify EMBARQ that you do not want EMBARQ to use your 
CPNI.  
   
If you decide to decline it will not have any impact on your current EMBARQ™ services.  Also, 
your decision on whether or not to decline is valid until you decide to change it. You may, at 
any time, decline or revoke your previous decision to decline by calling the appropriate number 
listed in the previous paragraph.  

 

 


