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Blueline Advanced 
Services Targets 
Hospitality Industry  
With SugarCRM 
Niche CRM Provider Hits The Sweet  
Spot With AtOnce! Solution For Hotels  
And Hotel Chains
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“With Sugar, we can now offer 
our new clients a vertical pack 
of CRM outsourcing services 
for the hospitality industry in a 
single platform with best use of 
resources, less processing time 
and optimised productivity.” Adolfo 
Arana, CEO, Blueline Advanced 
Services

Blueline Advanced Services, a 
CRM consultancy firm specialising 
in large-scale implementations in 
the banking, insurance, hospitality, 
energy and public sectors, 
adopted SugarCRM to create its 
AtOnce! offering for hotels and 
smaller hotel chains. Sugar’s 
highly cost-effective and flexible 
solution has allowed the company 
to strengthen its presence in the 
hospitality industry. 

Business Challenges
Blueline Advanced Services’ growth 
strategy involved launching a new series 
of CRM outsourcing services specially 
designed for SME organisations in the 
hospitality industry, mostly focusing 
on hotels and smaller hotel chains. 
The company’s existing portfolio was 
focused on providing value-added 
services to larger organisations, with 
more bespoke requirements and hence 
higher operating costs. These types of 
projects simply weren’t affordable for 
SME organizations.

Blueline’s new solution needed to 
be cost-effective and easy to put in 
place with minimum disruption in the 
client organization. It also needed to 
capture all relevant customer data 
provided by the client and support the 
design, execution and monitoring of 
personalised marketing activities and 
campaigns, as well as identify business 
opportunities in social networks. 

The Solution: Sugar 
Professional
Blueline’s senior IT managers evaluated 
several CRM solutions, including some 
of the biggest names in the market, but 
all of them were found to be lacking one 
or more of Blueline’s key requirements 
including ease of configuration and the 
use of open standards, since it needed 
to be compatible with PHP, DB MySQL 
and web server Apache. The solution 
also needed to be easily integrated with 
other cloud computing solutions.

Blueline chose Sugar Professional to 
deliver its AtOnce! Service, an off-
the-peg CRM solution developed 
specifically to meet the needs of SME 
hotels and chains. Today, its Sugar 
solution provides the following core 
capabilities all within an integrated 
operating platform:

Capture – optimisation of processes to 
capture all available customer data 
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With Sugar, Blueline is now pursuing its strategic goals 
by offering a highly cost-effective CRM solution...
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Process – analysis and processing of 
customer data to identify and segment 
customers, analyse web behaviour and 
monitor levels of satisfaction 

Act – creation and execution of 
personalised campaigns with maximum 
use of direct channels, including call 
centre, website and email, as well as 
making use of social networks, setting 
targets and monitoring the results via 
email and the web

With Sugar on board, the firm now 
has plans for further development in 
the sector, with greater refinements 
to the service. Adolfo Arana, CEO, 
Blueline Advanced Services, says: “The 
implementation has gone extremely 
well, and we are now planning further 
integrations that will take our offering 
to the next level, such as new loyalty 
management solutions and the 
development of new functionalities 
such as yield management and mobile 
sales.” 

Business Benefits
With Sugar, Blueline is now pursuing 
its strategic goals by offering a highly 
cost-effective CRM solution to SMEs 
in the hospitality industry. The AtOnce! 
Service launched Blueline into a 
business segment from which it was 
previously excluded in terms of price 
and accessibility. It can now offer a 
vertical pack of outsourcing services 
in a single platform with best use of 
resources, optimised productivity and 
less processing time.

SugarCRM’s flexibility allows AtOnce! 
to be offered to a wide variety of clients 
and the relatively low cost of its licences 
means it can be offered at highly 
competitive rates. “For other firms in 
need of a system for dealing with their 
customers, I’d advise them to develop 

a clear business plan, to carry out a 
careful selection of CRM components 
and to consider Sugar at the core of 
them,” concludes Arana. “Sugar has 
been excellent for us, and I have no 
hesitation in recommending it.”

About Blueline Advanced 
Services
Blueline Advanced Services is a 
niche consulting firm specialising in 
customer relationship management 
transformation projects in the banking, 
insurance, hospitality, energy and public 
sectors. Based in Madrid, Spain, it 
was established in 2005 and provides 
a broad range of services in CRM 
strategy, operations and technology.

Company Profile
Headquarters:  
Madrid, Spain

Founded: 2005

Company Description: 
Blueline Advanced 
Services is a niche 
consulting firm 
specialising in customer 
relationship management 
in the banking, insurance, 
hospitality, energy and 
public sectors.

Website:  
www.bluelinespain.com

Solution:  
Sugar Professional
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