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Fresenius Medical Care is the world’s largest integrated provider of products and services for 
individuals undergoing dialysis because of chronic kidney failure. A SugarCRM customer since 
2009, Fresenius Medical Care controls 80 percent of the Brazilian market for dialysis machines 
and supplies. With Sugar Gold partner Lampada Global, the company integrated Sugar with SAP, 
streamlining its order process and reducing cycle times. Sugar’s mobile capabilities also empower 
the company’s sales force to operate effectively in the field, even from remote locations.

Business Challenges
By 2011, Rio de Janeiro operations of the Fresenius Medical Care (FMC) had doubled in only four 
years—straining sales, customer service, and back office processes. Many of those processes 
were manual, and sales representatives used Excel spread sheets to manage information from the 
company’s customers, clinics and hospitals.  “There was no standard way of doing things,” recalls 
Adriana Vale, Business Intelligence Analyst for FMC. “Everyone had their own method. And we 
couldn’t share product information easily or access it for meetings.”

In spite of these problems, the company enjoyed the biggest market share in Brazil. Yet it was 
obvious that to remain competitive and retain that advantage, FMC needed a system to effectively 
manage sales and marketing, support customer service, and provide accurate information for 
company managers. “We were doing pretty well,” Vale continues, “but we knew that we could do 
better if we had a clearer picture of the market and of our performance. We wanted a central hub 
for our information that was easy to use and could talk to SAP.”

The Solution: Sugar Professional 
Fresenius evaluated a number of CRM vendors including Salesforce.com, but only SugarCRM 
could meet all the company’s requirements: easy to use and customize, excellent price to value, 
and SAP integration. Fresenius worked with SugarCRM gold partner Lampada to customize Sugar 
for the demands of the medical equipment and supplies industry. “Fresenius has a lot of rules that 
govern the details of price and delivery,” explains Andre Flandoli, General Manager for Lampada 
Global. “Tracking dialysis machines and drugs such as anti coagulants needed customized 
modules that accommodated the company’s workflow and processes.” 

The company also branded the system solution internally to boost user adoption and avoid any 
negative associations with the word “system.” A selection of names was tested among the sales 
team, brand managers, and back office staff. The one that achieved the greatest acceptance was: 
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Market Leader in Dialysis Equipment and 
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Lampada Global’s Integration with SAP Enables Fresenius to 
Process 500 Orders a Day

“We now process an average of 500 orders a day and that would have 
been impossible before Sugar. We would have needed so many people to 
do that. The pressure would have been enormous.” 

Adriana Vale, Business Intelligence Analyst, Fresenius Medical Care 
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Serviço de Informação Gerencial Atualizado (SIGA) or Updated Management Information Service. SIGA also stands for 
“following,” which in this context implies following information to achieve business objectives.

The sales group, which often travels to remote locations, visits one or two customers a day. Sugar’s mobile capabilities 
enable team members to track daily activity at customer locations and to submit orders from the field. On Sugar, the group 
maintains an inventory of all the dialysis machines sold, their locations, how many patients are served, the kind of training 
Fresenius provided, and the last time a sales rep made a visit. 

The SAP integration, which was done six months after Sugar’s initial deployment, takes sales orders directly from Sugar, 
creates an order number, analyzes the customer’s credit, and sends an authorization back to Sugar. “Sugar’s integration with 
SAP allows our team to be much more productive,” notes Vale. “Now that the process is automated, we can manage 
significantly more volume with no increase in staff.”

Business Benefits
In the past, order submission and processing could take up to three days. With Sugar, it’s completed in just a few hours. That 
same speed and process efficiency enables FMC to handle an average of 500 orders a day—far in excess of its prior 
capacity. And, access to the structure and standardization of Sugar Mobile helps the sales team save time as they maintain 
and share comprehensive, accurate customer profiles. 

Marketing has also leveraged Sugar’s advanced reporting to create campaigns that drive sales. “We created a campaign to sell 
more dialysis machines,” notes Vale. “I extracted a report for the product manager and she used it to map the entire dialysis market. 
Based on that, we launched a challenge to the sales team with very nice incentives. And this was all done through Sugar.”  

For FMC, Sugar has been essential to maintaining its market dominance while managing rapid growth.  Sugar is the 
company’s primary information hub, which is essential to supporting business process changes that will improve the quality 
of customer interactions. As Fresenius continues to refine its strategy and enhance the customer experience, it relies on the 
information that resides in Sugar.  

The company also has ambitious future plans to leverage the flexibility of Sugar as business requirements and technologies 
change. Fresenius intends to upgrade its Sugar deployment, integrating Sugar with IBM Lotus Notes, using Sugar to manage 
the company’s customer service function, and offering offline mobile access via Sugar Mobile Plus.   

“Considering the whole pipeline—machines and supplies, we hold about 80 percent of the market already,” concludes Vale. 
“But competition is growing. Every month, every quarter, Sugar gives us the information we need stay ahead and maintain 
our position.”

About Fresenius Medical Care
Fresenius Medical Care is the world’s largest integrated provider of products and services for individuals undergoing dialysis 
because of chronic kidney failure, a condition that affects more than two million individuals worldwide. With a network of 
2,874 dialysis clinics in North America, Europe, Latin America, Asia-Pacific and Africa, Fresenius Medical Care treats 
228,239 dialysis patients around the world (as of September 30, 2011).

About Lampada Global
Lampada Global Services is one of the world’s most experienced and reliable SugarCRM systems integrators. Since 2005, 
we have delivered more than 300 SugarCRM projects for customers in 14 countries. Based in Sao Paulo, Brazil, our 
programming team develops custom modules, integrates SugarCRM with other systems and modifies the core functionality 
according to our clients’ specifications. Pioneers with SugarCRM In Brazil / World Forum Forum Moderator / Responsible for 
Portuguese(BR)Language Pack.

“Sugar’s integration with SAP allows our team to be much more productive… we can manage 
significantly more volume with no increase in staff.” 

Adriana Vale, Business Intelligence Analyst, Fresenius Medical Care 
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