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MARCH 14TH 
2019

2019 BUSINESS AGILITY CONFERENCE

TOGETHER, WE WIN
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WELCOME
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61 M 8 B 50+ 20
Tech Stacks

100+ +

DevOps, Plat, & SecOps Teams

We Are CSG
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We Are 
CSG

LESA PHILLIPS
STE/RTE/SPC
 

JILL EDMUNDSON
DIRECTOR LPL/PRODUCT MNGT
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CSG’S SERVICE REQUEST MANAGEMENT TRANSFORMATION

Coming Together
A Journey of Disfunction, Disruption, and Redemption 

As told by…
Product Management | Product Owners | Portfolio Leadership | Engineering  

Platform | Security | Business Partners | Agile Leaders
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OUR JOURNEY
YOUR TOUR

THE 

THE 

THE 
THE

 BUMPS 
Encountered
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We 

Developed

METHODS
We Employ THE
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THE 
Problem
We Tackled

Large Backlog of Work Not Getting Done

Missing Deadlines
Losing Customer Confidence

No Strategic Alignment
Chasing Shiny Objects

Lack of Focus
Competing Priorities

Constantly Changing Business Priorities

Lack of Enterprise Capacity Measurements

Ineffective and Wasteful Meetings, Dysfunctional Negative 
Behaviors

Lack of Empowerment, 
Low Engagement and Morale

Archaic and Daunting 
Legacy Processes

Silos, Handoffs, 
Lack of Trust/Communication

Specialized Roles
 ‘Not My Task’ Thinking



Our  Vision
Make Work Visible

Connect Our People To Our 
Strategy 

Drive Engagement, Value & 
Excitement 

Change The 
Way We Do 

Work

Our  
Mission

LEADERSHIP
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    Vision

Change 
the Way 

We Do 
Work

Portfolio Management

Strategy | Epic Intake | Prioritization | Bus Value 
Portfolio Visibility | Shared Goals | Exec Alignment 

O

ur
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Connecting Strategy to 
the Business

CROSS FUNCTIONAL EXECUTIVE ALIGNMENT

Lean Portfolio 
Budgeting

Lean Business Intake 
Process

Epic Prioritization
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• Making Work Visible
• Cascading Priorities
• Celebrate Successes
• Tearing Down Silos
• Sharing Goals
• Accelerating Innovation
• Delivering Value
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VALUE
▪ Visibility 

• Bi-weekly meetings
• Clear Objectives and Key Results

▪ Reducing WIP
• Reduced Epics from 200 to 60 
• Closing 30 Epics annually 

▪ Working Together 
• Chaos to Collaboration
• Speak the same language
• Cross Functional Alignment 
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Portfolio Management

PI Release Management | 1x1 Feature Flow
Risk Mitigation | Value Delivery | Business 

Alignment 

Delivery of Value

    Vision

Change 
the Way 

We Do 
Work

O

ur
Delivery of Value
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• Multi-Session Event
• Session 1: Strategy & Vision
• Session 2: Planning & 

Commitment
• Single & Cross Value Stream 

Planning (Engineering, Platform, 
SecOps, PM, PO’s, CBUs, IMO, CES)

• Capacity Review
• Enterprise Investment Allocation 

Budget Review (Planned to 
Actuals)

• High Risk Feature Mitigation
• Feature Commitment
• POI/POR Commitment
• Management Review 
• Engagement, Excitement, 

Empowerment

Where the Magic 
Happens
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Driving Engagement         

Excitement

Change 
the Way 

We Do 
Work

    VisionO

ur

Portfolio Management

Delivery of Value

&

Driving 
Engagement 
& Excitement

Showcase Live | Showcase OnDemand | UNCLE | The  Buzz | Product 
Spotlight Release Rundown | The EXPO Agile Alliance | Industry 

Partnerships
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• Showcasing the 
VALUE of our 
Solutions

• Sharing the Vision of 
our Products 

• Celebrating the 
SUCCESSES of our 
People

• Igniting the Culture of 
CSG

• Having Fun
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Portfolio Management

Delivery of Value

Agility Coaching    | Lean-Agile Coaches 
Continuous Improvement | Empowerment & Autonomy

Change 
the Way 

We Do 
Work

    VisionO

ur

Driving 
Engagemen

t & 
Excitement

Transformation 
Enablement
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WE 
ARE

SERVICE 
DESK



 CSG CONFIDENTIAL AND PROPRIETARY INFORMATION  |  COPYRIGHT © 2018 CSG SYSTEMS INTERNATIONAL, INC. AND/OR ITS AFFILIATES (“CSG”). ALL RIGHTS RESERVED.

https://docs.google.com/file/d/1Nz1O-hE6QVPRsFP71WvscrXVqZD060fp/preview
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WE 
ARE 
HERE 
TO 
HELP

LET’S CONNECT

Expanding access to the portal to 
enable customer self-service

THE
 FUTURE

Our Next Lap

@JBeansJill

@Lesa402

www.linkedin.com/in/JillEdmundson

www.linkedin.com/in/lesatalich-phillips

Lesa.Phillips@csgi.com

Jill.Edmundson@CSGI.com 

mailto:Jill.Edmundson@CSGI.com


Thank you for coming!THANK 
YOU

Let’s Keep In Touch!


