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 As for our 
return on 
investment, we 
consider it to 
be immediate. 
In only two 
months, 
Synolia created 
an initial 
working version 
of Sugar 
configured 
to meet our 
needs.  

Yann Duchemin, IT Director for Intrum 
Justitia in Western Europe

Intrum Justitia, Europe’s leader 
in credit management services, 
engaged Sugar Gold Partner 
Synolia to improve and standardize 
the company’s CRM activities on 
the Sugar platform. Return on 
investment was nearly immediate as 
Intrum Justitia trained staff in over 
30 businesses in the company’s 
French subsidiary in only two weeks. 
Productivity gains have enabled the 
company to refocus on putting the 
customer at the core of its business.

Business Challenges

Monitoring client satisfaction is at the core 
of Intrum Justitia’s business priorities. 
To achieve it, very early on the company 
deployed CRM proprietary tools, notably 
Sage KDP Vente Partner. However, the 
scope of its customer monitoring was 
constantly changing and these tools 
lacked the ability to adapt. 

Replacing the proprietary systems was 
an opportunity for the IT division in France 
(which was also in charge of Western 
Europe) to standardize IT systems while 
improving customer monitoring. “Client 
prospecting and commercial monitoring 
are similar throughout Western Europe,” 
says Yann Duchemin, Intrum Justitia’s 
IT Director for Western Europe. “There 
was no reason for each country to have 
different tools.”

The Solution: Sugar 
Professional

In September 2010, Intrum Justitia 
decided to consider a new solution and 
evaluated several. Already used in Spain 
and Portugal, SugarCRM was favored 
to meet the need to consolidate and 
standardize the group’s IT systems in the 
region. “The proximity of SugarCRM’s 
partner Synolia, based in Lyon, also 
reassured us,” recalls Solveig Roche, 
Applications Director for the IT Division 
in Western Europe. “Our French 
headquarters are located near Lyon.”

Besides the proximity of Synolia and the 
fact that Sugar was already used in other 
subsidiaries, Sugar quickly won over the 
Intrum Justitia teams, who were attracted 
by the simplicity and practicality of a web-
based tool.

The project began In January 2011 with 
functional and data analyses to precisely 
determine the scope of services required 
from Synolia. By early spring, work was 
done to configure the tool and migrate 
the data. The configuration allowed for 
a precise accounting of the company’s 
functional needs, while remaining close to 
the standard version to limit maintenance. 
“It only took six months to have a 
completed tool,” adds Roche.

Business Benefits

Already used in Spain, Portugal, and 
now in France, SugarCRM will soon 
be launched in Italy and Ireland and 
then progressively in all eight countries 

Sugar Partner Synolia Implements Sugar Solution and 
Delivers Immediate ROI
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Company Profile
Headquarters: 
Stockholm, Sweden

Founded: 1923

Company Description: 
Intrum Justitia is the 
European leader in credit 
management services. 

Website:  
http://www.intrum.com

Solution:  
Sugar Professional™ 

Solution partner:  
Synolia

in Western Europe covered by Intrum 
Justitia.  

For Intrum Justitia, the biggest technical 
issue was data recovery. But Synolia’s 
data conversion tools allowed the 
company to guarantee the quality of 
customer data and complete the data 
migration quickly and successfully. 
Similarly, in the context of standardizing 
processes at the group level, Intrum 
Justitia implemented Microsoft 
technologies (Windows Server in 
particular) with SQL Server. 

After only two weeks, the thirty-some 
businesses that make up the French 
subsidiary of Intrum Justitia were trained 
and able to use the Sugar solution. Gains 
in productivity came quickly, as the new 
solution allows for direct interaction with 
the customer who is now situated at the 
core of the process. As a result, after 
providing its Irish subsidiary with Sugar, 
Intrum Justitia will begin to supply all 
the European subsidiaries of the Intrum 
Justitia Group.

“As for our return on investment, we 
consider it to be immediate, since 
the old system wasn’t meeting all our 
needs,” Duchemin concludes. “The 
standardization of information systems 
at the group level has also optimized the 

TCO.”

About Intrum Justitia

Intrum Justitia is Europe’s leading Credit 
Management Services (CMS) group and 
offers services designed to measurably 
improve clients’ cash flows and long-

term profitability, including purchase of 
receivables. Founded in 1923, Intrum 
Justitia has some 3,300 employees in 
20 countries. Consolidated revenues 
amounted to around SEK 4 billion in 
2011. Intrum Justitia AB has been listed 
on NASDAQ OMX Stockholm since 
2002. For further information, please visit 
www.intrum.com

About Synolia

Synolia, SugarCRM’s first partner 
worldwide and first Gold Partner in 
Europe in 2010, serves more than 250 
companies in France by implementing 
their CRM solutions, in local mode or 
hosted, with 5 to several hundred users. 
A major partner in France, Synolia also 
provides the official French translation of 
the solution, manages the francophone 
community, and offers a variety of 
value-added services (configuration, 
development, application maintenance, 
hosting, training, etc.). The company’s 
expertise lies in understanding 
the business and processes of its 
customers to ensure them an optimal 
implementation of SugarCRM while 
maximizing the success factors of their 
CRM project. Join other businesses 
in France and Europe in trusting your 
project to the real CRM experts—since 
2004. The company is headquartered in 
Lyon, France with a satellite office in Paris. 
You can reach Synolia by email at sugar@
synolia.com  or via the website www.
synolia.com.
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