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CUSTOMER SUCCESS

MANAGED RECOVERY PROGRAM

CSG International processes  
1 billion cable statements  
annually relying on Managed  
Recovery to ensure resiliency

About CSG International
•	 Headquarters: Englewood, Colorado
•	 Provider of business support solutions
•	 Founded: 1994 
•	 Revenue: $751.2 million (2014)
•	 Employees: 3,500
•	 President & CEO: Peter E. Kalan
•	 Uses Sungard AS Managed Recovery Program
•	 Website: www.csgi.com

CSG International (CSG) provides 
business critical software and service 
solutions for managing customer data, 
analyzing  data, statement production, 
and customer service, primarily for the 
telecommunications industry. It is the 
second-largest cable-billing provider  
in the world, processing 1 billion cable 
statements worldwide each year.  
That’s a lot of data – and it’s ever-
growing. A “lost” data center  
could prove a catastrophe.

That’s why CSG relies on Sungard 
Availability Services. CSG deemed  
it essential to add a managed recovery 
program, or MRP, to its business-
continuity and disaster-recovery 
capabilities. It views this addition  

as an evolution, reflecting the reality 
that both the complexity of the recovery 
and the volume of servers that need  
to be recovered could surpass CSG’s 
ability to hit contractual recovery time 
objectives (RTOs).

Partnering for business solutions
Sungard AS possessed the ability  
to connect required servers to its 
infrastructure rapidly and also to 
quickly build operating systems.  
In addition, Sungard AS could add 
more people to ensure any recovery 
occurred quickly, say Dave Mucia  
and Cindy Jenkins, CSG’s Director  
of Business Continuity, and Business 
Continuity Lead, respectively. 

Imagine watching the college football playoffs or your 
favorite Walking Dead or Game of Thrones episode, when 
suddenly your cable picture goes dark. What could have 
happened? It may be something as simple as your cable 
provider not being able to recover customer data following 
a power outage. In today’s always-on world, this is more 
than just a frustration.

“Our main recovery 
challenge is 
hitting our RTOs 
with a growing 
environment of 
complex and 
interdependent 
operating systems 
and product 
offerings, but 
still having 
finite personnel 
resources.”

DAVE MUCIA 
Director of Business Continuity
CSG International

http://www.csgi.com/
http://www.csgi.com/
http://www.sungardas.com/Pages/default.aspx
http://www.sungardas.com/Pages/default.aspx
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“Sungard AS is one of only two 
disaster-recovery providers that  
have the equipment and capability  
we require to recover,” explains  
Mucia. “Our main recovery challenge  
is hitting our RTOs with a growing 
environment of complex and 
interdependent operating systems  
and product offerings, but still  
having finite personnel resources.”

“Our documentation was in some cases 
non-standardized, and overly complex. 
Sungard AS helped us better structure 
our technical recovery documentation, 
standardize it and ensure it is written 
for the least common denominator in 
terms of who executes it.”

Strategic partners
The CSG-Sungard AS collaboration  
is certainly key. Mucia says the 
Sungard AS team of BC/DR specialists 
has partnered with CSG’s team to help 
develop and employ new techniques  
to ensure that the DR strategy is  
more effective.

CSG also invests in data-replication 
appliances and its proprietary and 
confidential network connectivity 
between its production data centers 
and Sungard AS’ Philadelphia data 
center. This replication is used for  
data, operating system images for 
UNIX and virtual machine images 
for Windows, among other uses.  
The team also realized that for  
many legacy environments – such as 
Sun Solaris, mainframes, along with 
the x86 and virtual platforms – they  
had six OS types with over 400 OS 
instances to manage varying 
stakeholder targets of MARC (Minimal 
Acceptable Recovery Configurations). 

No other vendor in the industry had 
experience with such a heterogeneous 
and hybrid environment. 

With MRP from Sungard AS, Mucia 
says that CSG technicians no longer 
have to build servers in the first few 
hours after a disaster; Sungard AS 
professionals take that on. CSG IT 
professionals can handle connectivity 
and other essential duties. “It’s good  
to have Sungard AS in our back 
pocket,” he says. 

He also recalls that when CSG  
first contracted for MRP services,  
his team realized the number of  
OS images was growing rapidly, 
leaving CSG in a position of needing  
to expand resources devoted to server 
builds. He says the Sungard AS team 
was aware of and understood the CSG 
environment. That meant Mucia  
could rely on his team and two-to-
three-times that number of Sungard AS 
professionals to handle any operating 
system build to recover data. 

CSG’s team is in frequent 
communication with the Sungard AS 
account members – even though it has 
never had a disaster. Jenkins has a 
weekly meeting with the Sungard AS 
team to review upcoming recovery 
exercises, which are critical to being 
prepared for an actual disaster.  
In addition to traditional recovery 
activities, CSG uses these exercises  
to test proof of concepts for new 
products entering production. For an 
upcoming exercise for one data center, 
she already has five proof of concepts 
planned in addition to the usual 
data-recovery exercise. 

“CSG commonly 
receives two or  
three requests 
a month to 
demonstrate its 
DR strategy and 
test results. With 
its Sungard AS 
partnership, CSG 
can review the test 
objectives and the 
tools and products 
used for the testing 
and follow-up.”

DAVE MUCIA 
Director of Business Continuity
CSG International

http://www.sungardas.com/Pages/default.aspx


MANAGED RECOVERY PROGRAM 3 / 4

sungardas.com

Results
While Mucia doesn’t possess a  
“hard number for ROI”, he cites  
several different ways CSG values  
the services he gets from his  
DR partnership with Sungard AS. 

When he first came to CSG a decade 
ago, it was rare for clients to ask for 
specific information in terms of DR, 
either in contracts or in an audit 
requiring them to prove they could 
handle a disaster. Now, CSG  
commonly receives two or three 
requests a month to demonstrate  
its DR strategy and test results. 

With its Sungard AS partnership,  
CSG can review the test objectives  
and the tools and products used  
for the testing and follow-up. 
Furthermore, large customers want 
45-days’ notice before DR testing 
including a synopsis of what will be 
tested, the products used and test 
expectations. Increased compliance 
requirements reflect many of  
these requests.

Previously when conducting exercises, 
Mucia notes, CSG reserved at least 
one person in each platform discipline 
to address any production issue that 
arose at the same time. That person 
was expected to handle everything 
should something major occur during 
the testing. Today, CSG has its 
Sungard AS team dedicated to the 
exercises, to allow production CSG 
personnel to concentrate on any 
production issue that comes up during 
the test. “We’re not nearly as worn  
out as we used to be,” he says. 

Looking to the future, Mucia sees  
more collaboration with Sungard AS  
as CSG continues to grow and develop 
new products and services its clients 
demand within the current RTOs. This 
relationship enables CSG to develop 
and deliver more innovative product 
offerings which assist its clients  
in delivering services faster and  
more effectively.

“CSG doesn’t stand still, and  
Sungard AS knows you don’t leave  
us alone, even for a couple of days,” 
Mucia concludes. 

Business benefits for CSG International
•	 Focused, available and experienced staff from Sungard AS coupled 

with equipment, best practices and capability to support their growing 
environment of complex and interdependent IT systems and products

•	 Team partnership that results in right spend on internal vs. outsourced 
personnel 

•	 DR test schedule to trial workload balance between CSG System 
Administrators and Sungard AS Engineers

•	 Improved management of complexity - formal change management 
process to ensure data and applications strategy stays up to date  
and ready if disaster strikes

•	 A DR program in constant state of readiness so CSG can  
demonstrate real metrics and outcomes about the recovery  
timelines to their stakeholders and clients

“Our documentation 
was in some cases 
non-standardized, 
and overly complex.  
Sungard AS 
helped us better 
structure our 
technical recovery 
documentation, 
standardize it 
and ensure it is 
written for the 
least common 
denominator in 
terms of who 
executes it.”

DAVE MUCIA 
Director of Business Continuity
CSG International

http://www.sungardas.com/Pages/default.aspx
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About Sungard Availability Services
Sungard Availability Services provides managed 
IT services, information availability consulting 
services, business continuity management 
software, and disaster recovery services.

To learn more, visit www.sungardas.com  
or call 1-888-270-3657

Trademark information
Sungard Availability Services is a trademark  
of SunGard Data Systems Inc. or its affiliate 
used under license. The Sungard Availability 
Services logo by itself is a trademark of  
Sungard Availability Services Capital, Inc.  
or its affiliate. All other trade names are 
trademarks or registered trademarks  
of their respective holders.
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Partnering with Sungard AS
Working with industry-leading technology partners,  
we are able to provide proven availability solutions  
tailored to the unique needs of your business. Unlike 
other companies offering individual technology services, 
Sungard AS is focused on providing responsive and 
integrated Cloud, managed services and disaster recovery,  
IT consulting and business continuity management  
software solutions to keep you and your information 
connected. Sungard AS provides for application availability 
using end-to-end data protection solutions to help you 
manage your data more efficiently, effectively and securely. 
The result is a flexible, cost-effective way to help ensure  
your data is there when you need it: Always.

http://blog.sungardas.com/
https://www.facebook.com/SunGardAS
http://www.linkedin.com/company/sungard-availability-services
https://twitter.com/SunGardAS
http://www.youtube.com/user/SunGardAS
https://plus.google.com/u/0/102459878242108588663/posts
http://www.sungardas.com

