
Setting Success as the Standard

Success Story: AT&T eSales and Service

AT&T’s eSales and Service division finds Project InVision on-demand software manages its 
150+ customers’ projects with ease

CHALLENGE
AT&T’s eSales and Service organization manages AT&T Business’ electronic sales and customer care 
channel. It is focused on improving AT&T’s customer experience through the overall design and imple-
mentation of electronic based service applications that are part of the AT&T BusinessDirect portfolio 
and att.com/business Web site. Additionally, the organization is responsible for customer training and 
adoption of the applications while ensuring that the processes are in place to meet customer expecta-
tions and needs.

In 2002, the eSales and Service organization was increasingly challenged to stay on top of an average 
80 customer projects open at any one time. Critical project information was not shared across eSales 
and Service teams. Systems and tools for data input and project management varied widely. As business 
grew, they needed a single point of information to reduce email overload and ensure common under-
standing. Moreover, they understood the need to improve project portfolio management and develop 
stronger processes. 

SOLUTION
Dave Davis, PMP, a senior project manager 
with eSales and Service, was searching for 
software that would track critical dates and 
other project milestones across a portfolio of 
projects using a single data source – a project 
portfolio management solution. 

“We knew our pain points,” said Davis. “We had 
this huge funnel of projects, and we wanted 
to manage our portfolio with quality gates at 
standardized phases and track our projects 
and teams – to see our status at a glance. We 
knew we needed a single point of data.”

As Davis began his search for a solu-
tion, another division of AT&T recom-
mended Project InVision’s Project Portfolio  
Management software. 

Davis quickly knew the software was a fit, in 
part because of the ability for Project InVi-
sion to adapt to meet his division’s needs and 
AT&T’s methodology and business processes. 

Project plans for eSales and Service are generated from Proj-
ect InVision data; the reports can be produced in a number 
of formats, including Adobe PDF, and shared with clients and 
others.

Project InVision 
Project Portfolio Management



“The administrative interface was powerful 
but quick to use,” said Davis. “Out of the box, 
we didn’t need much support. I was able to 
rename functions and fields to match AT&T  
terminology – that won huge accolades around 
here.”

Project InVision became the daily software en-
vironment for Davis and his project teams – an-
alyzing the project portfolio’s priorities, issues, 
documents and tasks. And reporting to manag-
ers, teams and customers was important right 
from the start.

“My manager lives and dies by a spreadsheet 
generated by Project InVision,” said Davis. “And 
our partners use our data and reports; that’s the 
best form of compliment you can get.”

Today, eSales and Service also employs sophisti-
cated document management, issues manage-
ment and notification features on top of their 
initial requirements – Project InVision features 
customized for AT&T’s processes. 

“Project InVision is not just a 
project management tool,” said 
Davis. “It’s an environment. Doc-
uments, issues management, 
reporting on demand – our proj-
ect managers see the value.”

AT&T eSales and Service keeps 
more than 15,000 documents 
in Project InVision. Document 
management for Davis’ team in-
cludes authorization capabilities 
in addition to ensuring stron-
ger collaboration and common 
understanding among project 
teams.

Analyzing the project portfolio can take many forms; AT&T eSales and Service 
teams created this report to highlight daily issues.

AT&T can run periodic or ad-hoc reports, allowing disparate 
teams to see project status on-demand.



“We try to put every document 
and artifact in Project InVision,” 
said Davis. “It helps that we can 
sign off on documents directly 
in the tool.” 

The issues management pro-
cess for eSales and Service was a 
value-added development built 
collaboratively with Project In-
Vision. The software reports on 
issues daily and sends emails to 
end users.

“Our notifications are structured 
more like sports scores than 
CNN Headline News,” said Davis. 
“We built a daily planner that re-
ports each morning on the pre-
vious day’s issues and events.”

BENEFITS
Today, AT&T eSales and Service has 80 Project 
InVision users and has reduced the team to one 
project plan of record. More importantly, they 
are completing more projects successfully and 
at lower cost. 

Fifteen percent more projects are done on time 
and on budget today than when AT&T eSales 
and Service began using Project InVision Proj-
ect Portfolio Management in 2002. The team 
has also expanded the scope of projects and 
now has an average of eight open projects per 
project manager, up from six per manager.

“Management likes Project InVision, because 
they feel it can help the project managers do 
more,” said Davis. 

Linking project documents is easy; AT&T captures the value of Project InVision’s 
document check-in/check-out, approvals and revision tracking.

AT&T uses Project InVision to manage tasks at the milestone 
level; the software is synchronized with Microsoft Project.



Davis says his 12 eSales and Service project managers also see the value of Project InVision because of 
the consistency it provides in their processes. The team has 20 percent fewer issues per project because 
of the maturity of their processes.

Project InVision Project Portfolio Management helps Davis continually improve his organization – cap-
turing lessons from the project portfolio to improve performance in costs, quality and time. 

“One of the most powerful benefits is our ability to relate issues across the project portfolio,” said Davis. 
“We can link common issues.”

Forecasting became easier, too, according to Davis, which was important with outsourced testing re-
sources and other suppliers.

In short, Davis finds Project InVision on-demand software helps him manage the project portfolio effec-
tively, aiding AT&T’s eSales and Service division with a common, repeatable and continuously improv-
ing methodology.

“We don’t know what we would do without the tool,” said Davis. “It’s invaluable.”

FOR MORE INFORMATION
Visit http://www.projectinvision.com or call (888) 763-3555 for more information on how Project InVi-
sion Project Portfolio Management can lead your team to increased profitability and higher client satis-
faction by increasing visibility, governance, and control.
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