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Improving CTT’s business efficiency with a 

Sales Force Automation solution 

The Situation
CTT is the incumbent postal operator in the Portuguese market, being also present 
in the segments of express mail, packages (national leader and strong presence in 
Spain) and financial services. Over the last years, CTT has been undertaking a set 
of strategic actions and change initiatives, with a particular focus on the growth and 
diversification of products and services, which aim to address trends and challenges 
that will continue to characterize their surrounding for the following years, namely in 
terms of:

•	 Privatization, held in late 2013;
•	 Ongoing liberalization of the postal market;
•	 Decreased revenues and volume in postal services.

In this market imposed context of change, it seemed of primary importance for CTT, 
in order to achieve the set objectives of growth for the coming years in terms of sales 
and results, to review the procedures and support tools for contract customers’ 
sales processes (which represent 75% of CTT’s revenue), defining an approach with 
two complementary strands: 
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•	 Organizational Consulting: Review and redefinition of the current commercial 
process and redesign of commercial management model, aimed at promoting 
information sharing and harmonization of commercial activity;

•	 Software as a Service (SaaS) Platform: configuration and implementation of a 
Sales Force Automation solution in accordance with business requirements. 

Using their experience in projects of similar nature, and after a thorough process 
of consultation to the market by CTT, Capgemini Portugal, in partnership with 
Microsoft, has been selected for this project of strategic nature. 

The Solution
Capgemini implemented the project with an integrated business and technology 
consulting, structured along three stages:

•	 Survey ans diagnosis;
•	 Definition of To-Be model; 
•	 Roll-out of To-Be model.

Under the diagnosis made by Capgemini’s change consultancy team, it has been 
evidenced a number of optimization points relevant to the commercial management 
model and process:

•	 Insufficient and incoherent contacts/companies information;
•	 Difficulty in collaborating and sharing information between teams from different 

commercial areas/companies;
•	 Multiplicity of processes and business supporting tools;
•	 Need for streamlining and monitoring commercial activity; 
•	 Insufficiency of control indicators and commercial activity monitoring;
•	 Lack of formalization and systematization of rituals to follow, such as business 

meetings or alarming.

Leveraging on its experience and proprietary methodology of an integrated business 
efficiency model, Capgemini has defined a business process and management 
model common to all CTT’s business areas/companies, which are the structural 
basis for the IT solution of Sales Force Automation, subsequently implemented. The 
business process is structured in 8 steps: 0 - Base contacts, 1 - Meeting Request, 
2 - Meeting 3/4 - Opportunity and Qualification, 5 - Solution 6 - Proposal, Sales and 
After Sales. Regarding the commercial management model, the following areas 
evolved: 

•	 Indicators to monitor the commercial process;
•	 Rituals embodied in mechanisms of sales force focus on results;
•	 Salespeople’s profiles, through the continuous and dynamic analysis of 

their activity.

As a complement to the process and recommended commercial model, Capgemini 
also established a model of commercial governance, based on a review of the 
current relations model, with the aim of fostering organizational interaction and 
follow-up of cross-organization business rules, into a Sales Rule Book. Additionally, 
Capgemini supported CTT’s department of corporate communications in defining 
the communication strategy, communication planning and evaluation mechanisms 
related to the disclosure of the project Sales Force Automation.
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the way we do itConsulting

Regarding the computer solution for Sales Force Automation, Capgemini has 
developed a tool based on Microsoft Dynamics CRM package, according to a 
methodology of functional analysis and technical development based on business 
requirements arising from the new commercial process and management model.

To address business requirements, the features essential to the development of the 
sales force commercial activities of all CTT commercial areas/companies were made 
available: 

•	 Account and contacts management;
•	 Monitoring of activities;
•	 Leads and opportunities management;
•	 Information on cross-commercial management;
•	 Management alarming;
•	 Integration with commercial activity support systems (e-mail and Enterprise 

Resource Planning (ERP)).

Prior to Microsoft Dynamics tool go-live, and as a way to mitigate the impact of 
the introduction of a new IT solution, Capgemini has made a number of extended 
training sessions (about 200 employees of commercial / business areas, back 
office and product management) on both a behavioral (focused on the new process 
and commercial management model) and a technical component (focused on IT 
solution).

The Result
The completed project involved a major change in the commercial culture of CTT, 
with great perspective benefits, both from an organizational point of view, and from 
an integrated approach to the commercial market.

In terms of organization, the project provided the following benefits:

•	 Systematization and formalization of a common commercial process;
•	 Centralized storage of all commercial process related information;
•	 Management and control of the commercial activity throughout the sales process; 
•	 Opportunity management throughout the sales cycle, accelerating progress;
•	 Fostering collaboration among salespeople;
•	 Providing a common platform to all CTT Group.

From a comercial approach perspective, Capgemini supported the development of a 
number of improvements to meet the sector and market’s imposed challenges: 

•	 Fostering proactive sales, based on multi-product/multi-company opportunities;
•	 Focus of the commercial manager in added value commercial activities;
•	 Establishment of new commercial forums in order to stimulate interaction between 

CTT’s commercial areas/companies;
•	 Increased discussion of actions for delivery of results in business meetings;
•	 Facilitating the definition of adapted and integrated offers.

How CTT and Capgemini worked together
The success of the work developed was based on a close collaborative approach 
between CTT and Capgemini, allowing for the provision of the desired solution within 
the agreed deadlines, ensuring the satisfaction of both CTT and its employees, who 
quickly and positively adapted the new solution.
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About CTT
With an history of almost 500 years, 

CTT is always looking for being 

permanently updated towards the new 

trends, in order to maintain a versatile, 

innovative and capable of satisfying 

its clients needs brand. CTT is always 

seeking to overcome its outbounds 

with the purpose of antecipate future 

needs.
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