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times a year. Because of the timing of the Commission's Order, CenturyLink was unable to 

complete the separation of non-carrier third-party charges for telecommunications and non

telecon1n1unications services in its end-of-year 2012 IT releases. 

CenturyLink's next major IT release is set for April2013. Accordingly, CenturyLink 

requests a limited extension oftin1e until May 30, 2013 to allow it to co1nplete the separation of 

non-carrier third-party charges into telecon1munications and non-telecommunications categories 

and to provide such information on the Summary Bill pages of its multiple bill fonnats. 

CenturyLink is not proposing to delay the necessary bill changes until May 30, 2013 if the task 

can be completed before then. It plans to implement the separation-of-charges functionality as 

soon as its next IT release and testing is completed. CenturyLink expects such work to be 

con1pleted as soon as late April2013 and no later than May 30, 2013. Below, CenturyLink 

demonstrates good cause for granting 

as 

2 



of the tnost concern will be even less a pati of Century Link's billing portfolio than previously. 3 

Finally, the Con1n1ission has realized a significant reduction of crmnn1ing con1plaints over the 

past few years. 4 All of these facts co1nbine to demonstrate that the public will not be adversely 

affected by the lin1ited extension of tin1e Century Link seeks for this one aspect of the 2012 

Cramming Order. 

Legal Standard for Extension of Tiine 

Century Link requests the Commission recognize that CenturyLink faces special 

circumstances warranting a limited-time deviation from the separation-of-charges rule; 

consequently, that there is good cause to grant it a limited extension. The public interest will be 

advanced by such grant. CenturyLink's customers will benefit by the company taking 

additional time necessary to craft a bill that not only meets the requiretnents of the CP¥'•-::lr-::l"tl 

charges rule bill's presentation (i.e., that 
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regard, "a n1ore effective implementation of overall policy" will attend granting the limited 

requested extension. 6 

Support for Extension of Tilne 

As noted above, Century Link has to implement the separation-of-charges aspects of the 

Commission's revised rules through a 1najor IT release, which is scheduled for April, 2013. That 

IT release n1ust acco1nmodate the fact that Century Link has 1nore than four legacy billing 

syste1ns throughout its operations. Each of those systems has about five bill presentations that 

are impacted by the rule revision. Also hnpacted are a variety of con1puter systems screens 

associated with electronic bills where bill totals or communications about bill totals are 

presented. 

The task begins with the identification of which charges associated with non-carrier third

parties are telecommunications charges and which are not. Moreover, the 

It 
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capture the telecommunications and non-telecommunications sun1s. This latter requirement 

drives the need for major testing of the program before it goes "live" to ensure that it works 

correctly and reliably. It is the need for this critical testing ele1nent that caused CenturyLink's 

implementation of the separation-of-charges aspect of the revised rule to be delayed. 

As outlined in the attached Declaration by Ms. Loretta Huff, Director, Regulatory 

Compliance, Century Link was diligent in its pursuit of compliance with the Commission's rules 

as they were an1ended by the 2012 Cramming Order. Work to in1plement the Order began even 

before the Commission first published it in the Federal Register. Through cross-disciplinary 

teams, CenturyLink worked to identify those tasks required to comply with the Order and to 

establish a timeline for their impletnentation. These teams moved forward even though the final 

requirements, and their timing, could not be fully known until after the Office of Management 

and Budget (OMB) completed its under the Paperwork Reduction Act. 

fell 
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telephone bill, and on each canier' s website cannot be minimized, since that aspect of the 

Con1mission's new rules ilnpacts 100% ofCenturyLink's customer base, unlike the separation

of-charges impact which affects only a very few custotners. 

While the changes associated with the bill-block disclosure, like the separations-of

charges changes, involved changes to 1nultiple billing systems and bill formats, adding the 

necessary text to consumer bills was less complex and far less fraught with the possibilities of 

billing errors than the separation-of-charges requiren1ent.8 The latter involved introducing 

·wholly nevv arithmetic calculations not previously done in CenturyLink's billing systems. 

Granting Century Link a limited extension will ensure not only that the non-carrier third

party charges are accurately separated, but that they "n1ove" properly through one system to 

another so that customers are conectly charged. No one wants enors in customers' billings--

not CenturyLink and not its custotners. errors n1ust be avoided so that customers have 
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rig some kind of temporary "bill fix" to meet a Dece1nber invoice effective date. Pursuing that 

approach ( assun1ing it could even have been done) would have consumed limited, valuable 

resources and yet-- undoubtedly-- would still have resulted in significant reconstruction or 

correction after-the-fact. CenturyLink would have needed to continue to pursue a more stable, 

reliable solution through some future IT release. 

Conclusion 

Accordingly, Century Link asks the Com1nission to grant it a limited extension of time 

until May 30, 2013 to implement its charge-separation requiretnents associated with its 2012 

Cramming Order. The public interest will be served by such a grant, as Century Link and 

customers alike will be able to rely on billing-systen1s processes that have been properly tested 

for reliability. 

Respectfully submitted, 

L 
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I, Loretta A. Huff, offer this Declaration in support of Century Link's request for an 

extension of ti1ne or lilnited waiver, filed conte1nporaneously. I believe Century Link 
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Request for an Extension ofTilne 

2. In 1ny position as Director, Regulatory Compliance, I oversaw CenturyLink's 

significant work efforts to imple1nent the FCC's 2012 Cramming Order (or Order). 

Century Link's diligent work efforts began even before the Order was published in the Federal 

Register on May 24, 2012. Those efforts, provided in greater detail below, have allowed 

Century Link to n1eet the effective dates of the Conunission' s revised bill-block disclosure 

require1nents --requirements that touch CenturyLink's entire customer base-- at Century Link's 

points of sale, at its websites, and on its bills. 

3. While Century Link was able to incorporate the billing syste1n changes for the bill-block 

disclosure require1nent in1najor Infonnation Technologies (IT) releases in Nove1nber/Decen1ber 

2012, the additional complexity associated with the new rule regarding the separation of non

carrier third-party charges into telecormnunications and non-telecormnunications co1nponents 

us to 

l\1ay lS 

(f). 
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a) Notify its customers at the point of sale, on each telephone bill, and on each of its 
websites about custo1ners' options to block non-carTier third pa1iy charges. (This 
set of require1nents is generally refen·ed to below as the "bill-block disclosure 
require1nents.") The effective rule date for the bill-block notification with respect to 
points of sale and websites was Nove1nber 13, 2012; with respect to bills themselves, 
the effective date is December 26,2012. 

b) Place non-canier third-party charges in a separate section of the bill, as well as 
provide separate totals for billing aggregators' carrier/teleco1n and non
carrier/non-telecmn charges. These subtotals are to be displayed on the srnnmary 
paytnent page of a paper bill or an equivalent location on an electronic bill. 
(This set of requirements is generally referred to below as the "'separation-of
charges requiren1ent. ") 

5. CenturyLink began our due diligence to ilnple1nent the require1nents of the 2012 

Cramming Order even before that Order was published in the Federal Register on 

May 24, 2012. In early May, we began assessing the scope of the IT impacts with our policy, 

compliance and legal organizations. On May 15, 2012, a change request (CR) to ale1i our 

Information Technologies department about required changes to CenturyLink's various billing 

Public Policy and Regulatory Compliance on May 18, 2012, to _..,._,_ ..... ,_.__._.__._.__, 

new 
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as an analysis of the online "My Account" capability that allows custo1ners to view their 

account infonnation online, including their bills. Discussions were held with the e-cmrunerce tean1 

to identifY any custo1ner co1n1nunications that would be ilnpacted by these require1nents, such as e

bills or other custo1ner co1rununications where bill totals 1night be conveyed. Numerous customer 

touchpoints were identified, including those identified in Attaclnnent A. 

7. Once the general scope of the business ilnpacts was understood, the CenturyLink IT 

organization analyzed the work effort needed to n1odify syste1ns to acco1n1nodate those 

ilnpacts. IT identified 23 syste1ns that required n1odification to address the variety of bill 

presentations that Century Link provides customers. The estilnated level of effort to imple1nent 

the 1nodifications in each of those syste1ns ranged fro1n just under 200 hours of work to over 

3,000 hours of work per syste1n. The total project was estilnated at 26,801 hours of work or 

1 ,604 person-days. Approxhnately 90% of that work is associated with separation-of-

8. The level fact 

had released by the 
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willingness to work with constituents to incorporate the narrative bill-block disclosure 1nandate 

beyond the Septen1ber date. However, given all the planning and in1plen1entation work, 

Century Link would not be able to deploy the separation-of-charges bill presentation in the 

2012 end-of-year releases. 

9. Bill-Block Disclosure Requirement. The bill-block disclosure require1nents are split into 

two rules with two ilnplementation dates. The requiren1ent to provide notice at the point-of-sale 

and on websites was effective Nove1nber 13,2012. The requirement impacts a number of 

communication channels. Necessary script changes were made for use by various 

Century Link sales channels, ranging from the more traditional channels involving service 

representatives answering phones to online sales portals, click-to-chat portals where sales are 

transacted, retail kiosks, and sales portals used by business partners as their point of sale, but 

those changes needed to beco1ne incorporated into internal processes and systen1s (whether those 

as 

as 
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1night occur. (Had the OMB approval occurred in January of2013 or even Dece1nber of2012, 

for exmnple, CentuiyLink would have been positioned to have co1nplied with the bill-block 

disclosure rule well in advance of a 2013 effective date.) 

11. CenturyLink was able to 1neet both elen1ents of the bill-block disclosure require1nents on 

tiine. As between the bill-block disclosure require1nents and the separations-of-charges 

require1nent, the former is certainly the more ubiquitous, custo1ner-facing disclosure. 

12. Separation-of-Charges Requirement. As noted above, CenturyLink recognized upon 

initial review of the Order that the syste1n impacts of that Order were significant. Any 

regulatory mandate that touches a Century Link bill is a major matter, given the variety of 

billing systen1s and formats it has in its operating territories. CenturyLink's legacy operations 

use a billing system called Ensemble for residential and retail business customers. The 

legacy Qwest operations use a billing systen1s called to support residential and retail 

IS 

system 

Sum1nary/Payment page bill equivalent) 
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CenturyLink's bill-block options, for example) onto the bill page. While the bill-block disclosure 

require1nents touched many points ofCenturyLink's syste1ns, the task was relatively straight-forward, 

involved narrative co1mnunication and, once ilnplen1ented, re1nained static. On the other hand, the 

separation require1nents necessary to create new sub-categories of charges (i.e., 

teleco1n1nunications and non-telecomn1unications charges) is 1nany times 1nore co1nplex than 

fashioning and "printing" a disclosure and is dynmnic, since it constantly changes fro1n 1nonth to 

1nonth. The former might be compared to signing a check; the latter to balancing the checkbook. 

14. The subtotals associated with the telecom1nunications and non-teleco1n1nunications 

charges categories were required to be visible not only on a page or two of a customer's 

paper bill, but also on electronic co1n1nunications about that bill where bill totals were 

represented. At each of these access points, there is a possibility of syste1n failure. Such 

failure would not only create custo1ner confusion and generate 1nany custon1er questions if not 

it 
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dee1ns critical to the kind of bill sub-totaling and carry-over application (fro1n the billing 

aggregator page to the Sun11nary bill page) inherent in the separation-of-charges 1nandate. This 

testing will allow us to confin11 input layouts fron1 our bill aggregators, to review bill layouts, and 

to test n1ultiple scenarios to ensure the subtotaling ofteleco1nn1unications and non

telecoimnunications charges is working appropriately. 

17. To be included in the April2013 release, all business require1nents had to be completed and 

communicated to the development team by June 15, 2012. This date was just three weeks after the 

Order was published. The cross-functional temn worked with the syste1n development temn to 

clarify and document all requirements, even while reminding the temn that approval fro1n the OMB 

was still required and had the potential to change the requirements. The cross-functional team 

co1npleted this work associated with the separation-of-charges on Nove1nber 5, 2012, 1nore than 

four 1nonths after the require1nents were required other business projects. The temn is 

now "'" ""t""''''"''"' test 

2013. 

and it had provided customers such billings. 

8 



19. Additionally, as noted by the Co1n1nission in its 2012 Cramming Order, in April of 

2012, CenturyLink advised that it was going to lilnit the kinds ofnon-canier third-party bill 

transactions it would allow in its bill beginning September 1 2012. See 2012 Cramming 

Order, 27 FCC Red 4436, 4454 at ,-r 44. In line with that mmouncen1ent, CenturyLink notified 

its third-party billers that the company would no longer accept billing for certain enhanced services 

related to third-party billing beginning in Septe1nber. 

20. I do not believe that CenturyLink's custo1ners will be adversely affected by a lin1ited 

extension of tin1e prin1arily because the scope of Century Link's non-carrier third-party billing has 

decreased over time. The number of bills including non-carrier third-party billing through a billing 

aggregator is cun·ently less than 350,000 (out of a total nun1ber of bills in the n1ultiple millions) 

and affects less than 2.5% of Century Link's customer base. In addition, the bill-block 

disclosures custo1ners will on bill by end of the year provide 

as 
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exposed to it. For all these reasons, CenturyLink believes its lilnited request for an extension of 

tin1e is wan·anted. 

/s/ Loretta A. Huff 

November 21, 2012 
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A 

Electronic Communications, W ebsites and Portals Affected 
Bill Disclosure Mandate 

a. Legacy-Qwest - Internally Generated notifications 
1. Billing- eBill bill ready online Residential 
11.. Billing - eBill bill ready online 
111. Billing- ready Autopay 
1v. Billing - Autopay CC Residential 
v. Billing - eBill ready and autopay pending- Residential 
VI. Billing- eBill ready Autopay Small Bus 
vn. Billing - eBill ready Autopay- CC Sn1all Bus 
xtn. Billing - eBill ready and autopay pending - Stnall Bus 
tx. Billing- eBill ready and autopay Unenroll pending- Residential 
x. Billing- eBill ready and autopay Unenroll pending- Sn1all Bus 
x1. Payr11ent Retninder Bill Due Date - P APERBill RES 
xn. Paytnent Retninder - Bill Due Date - P APERBill BUS 
xn1. Paytnent Retninder- Bill Due Date - EBILL RES 
xtv. Paytnent Retninder- Bill Due Date - BUS 

b. Legacy-Qwest - Externally Generated etnail notifications: 
i. ACX-Bill Ready- My Account RES 
11. 

c. 
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