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  I strongly 
recommend 
Sugar to other 
firms. Using 
Sugar has 
allowed us 
to increase 
our efficiency 
and spend 50 
percent more 
time with our 
customers. 
It’s made an 
incredible 
difference to 
the way we do 
business. 
Olga Locati 
Customer Care Manager
Certiquality

Sugar Partner OpenSymbol Customizes Sugar for New 
Customer Care Department

Certiquality, a well-established 
certification body in Italy, installed 
Sugar to improve processes in its 
customer services department to 
better track customer feedback and 
identify sales potential. Since using 
Sugar, the company has increased 
interaction with its customers by 
50 percent, leading to increased 
opportunities for cross-selling and 
upselling of additional services.

Business Challenges

Certiquality needed a more reliable 
and flexible system that could 
keep accurate track of its database 
of more than 7,000 customers 
across highly different sectors and 
business sizes throughout Italy. Staff 
lacked the ability to collaborate and 
individuals maintained their own Excel 
spreadsheets, a disjointed system that 
led inevitably to missed opportunities. 
It was also unable to deliver the level 
of coordinated customer management 
that the company required. 

The Solution: Sugar 
Professional

Certiquality’s executives required 
an established open-source CRM 
solution with a proven track record in 
similar international organizations. The 
solution also needed to be flexible 
and cost-effective, with the ability 
to scale and accommodate specific 
business requirements. The company 
considered a variety of solutions prior 
to Sugar but none exactly fit its needs.

“When Sugar was suggested by 
our IT consultant, we took a look. 
The great flexibility and user-friendly 
features we saw in the free demo, 
quickly convinced us that Sugar 
would be a good fit for us,” says Olga 
Locati, customer care manager for 
Certiquality. 

The company worked with 
OpenSymbol, a gold-level Sugar 
partner. “We had a good feeling about 
OpenSymbol from the start,” recalls 
Locati. “They provided a great deal of 
support with an extremely high level of 
expertise. They helped us understand 
how to optimize our Sugar solution on 
our own with customisations and how 
to develop data exchanges with other 
software used in our company.”

Certiquality implemented Sugar 
with an on-site solution in just three 
months. The ability to apply its own 
customisations to Sugar’s out-of-
the-box solution was key. It has 
since introduced several innovations, 
including a brand new section to 
track information obtained in specific 
activities with customers called 
‘Survey Post Audit’. And Sugar’s ease 
of implementation allowed Certiquality 
to successfully meet its deadline for 
the introduction of its new, dedicated 
customer care department.

Business Benefits

Certiquality’s Sugar solution was 
initially introduced in its new customer 
care area. It’s now being rolled out to 
other sections of the company, 
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Company Profile
Headquarters:  
Milan, Italy

Founded: 1989

Company Description: 
Certiquality SRL is a 
certification body that 
provides enterprises with 
services covering quality, 
environmental, and safety 
management systems, 
as well as product 
certification.

Website:  
www.certiquality.com

Solution:  
Sugar Professional

Solution Partner:  
OpenSymbol

including sales, technical, training, and 
finance. Sales also plans to incorporate 
Sugar Mobile so staff members can          
update and obtain information while 
they’re on the move. 

Using Sugar at Certiquality has been 
exceptionally easy and staff was fully 
trained and active on the solution 
within a few hours. New staff members 
are also able to quickly start using 
the system and incorporate it as an 
essential tool of their jobs.

Since Sugar was introduced, the 
company has been better able to track 
more than 3,500 calls per year and 
capture customer satisfaction data. 
This data provides key indicators for 
areas of improvement in its services 
and interactions with customers. As 
a result, Certiquality has increased 
customer interaction by 50 percent. 
In addition, opportunities for cross 
and upselling of Certiquality’s other 
services have greatly increased, with 
eight percent of calls registering 
interest in other services.

Olga Locati concludes: “Sugar is a 
complete, easy-to-use, and very useful 
tool. It’s been a great benefit to us and 
actually had a direct influence on us 
winning the ICT Innovation Award 2011 
for Marketing and Sales at SMAU, 
a major Italian IT trade fair. I would 
have no hesitation in recommending 
SugarCRM to anyone.”

About Certiquality SRL

Certiquality is a certification body 
that provides enterprises with 
certification services covering 
quality, environmental, and safety 
management systems, as well as 
product certification. Its main offices 
are in Milan, Italy and, since it 
began in 1989, its competitors have 
increased from 10 to almost 100. It 
has over 100 employees in Milan, and 
also employs more than 400 auditors 
in local branch offices throughout 
Italy. Certiquality is part of IQNet 
(International Certification Network), 
along with the most recognized 
certification bodies of 35 countries 
throughout the world.

About OpenSymbol

OpenSymbol is a well-established 
implementer of CRM eDocument 
Management software systems using 
the most reliable and innovative open 
source systems: SugarCRM and 
eKnowledge Tree. OpenSymbol is 
the only certified Italian Gold Partner 
of both products and provides its 
products as a service using Amazon 
Web Services.
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