
per client and pipeline as well as the 
department’s performance.

Telia was interested in Capgemini’s and 
salesforce.com’s solution to introduce a 
CRM system in a short period of time. 
Time-to-market was critical because a 
system was needed immediately in order 
to solve challenges.

The Solution
In order to acquire a well-tested and solid 
solution, which has documented its worth 
and which can be quickly implemented, 
Capgemini suggested the market-leading 
CRM and sales automation solution from 
salesforce.com. salesforce.com’s systems 
are constructed to handle major 
clients’ vast data volumes and 
are cloud-based so neither 
physical hardware 
such as 

The Situation
After many years in the Danish market, 
Telia has collected a large volume 
of data on its business clients. Due 
to historical reasons, the data was 
placed on various systems that were 
not integrated and it was not possible 
to have this data easily available so 
a complete picture of each business 
client’s involvement with Telia could not 
be provided.

Telia Denmark decided to introduce a 
Customer Relationship Management 
(CRM) system, which could retrieve 
data from the various systems to 
support the sales personnel in their 
daily work. With this in place, they 
could see an overview of each client’s 
profile and understand what services 
were optimal to sell to the client. 
Moreover, the system would provide a 
better overview to sales management 
on turnover, earnings and 
lifetime 

Telia Sets Up CRM 
System in Record Time
In just ten weeks, Capgemini designs and implements Telia’s 
new cloud-based CRM system from salesforce.com, to 
streamline and automate the sales process

“We are really very 
satisfied. From management’s 

perspective, we only have positive  
things to say about the process and  

the solution because we have gained 
 a far better overview, can exercise  

management based on KPIs and  
it is easier to budget and plan.  
Everything has become more  

transparent and predictable.”
 Peter Krogsgaard, Sales and 

Marketing Director, Telia Mobility 

in collaboration with



servers, or new programs need to be 
installed. It is also unnecessary to make 
changes to the configuration on the 
users’ computers at Telia.

The Result
Telia’s employees now have a 
professional tool that provides quality, 
up-to-date information about individual 
clients and provides better opportunities 
to sell the company’s services. Sales 
management can see patterns such as 
how many sales meetings end up as 
client agreements in each client segment 
when a campaign is run for specific 
types of companies. 

Telia has become better at placing 
new clients in the correct segment 
from the outset. Its business clients are 
benefitting by being contacted with 
more relevant enquiries about products 
and services. The CRM system includes 
both mobile clients and fixed network/
broadband clients, and it functions 
entirely as originally intended, giving 
Telia full insight into their clients.

How Telia and Capgemini Worked 
Together
In previous years, Telia had tried 
to introduce another CRM system 
and spent a considerable amount of 
time, many resources and, not least, 
management energy on compiling the 
requirement specifications. But the 
project was never completed. 

Under Capgemini’s project management, 
the traditional requirement specification 
phase was de-selected and instead 
replaced with agile workshops. 
Capgemini identified Telia’s business 
needs, determined ideal sales processes, 
implemented the solution and trained 
the sales personnel to use the salesforce.
com solution. Everything was executed 
and implemented in the course of just 
10 weeks.

Fine-tuning and adjustments were made 
later when Telia had experienced how 
the system functioned in practice and 
evaluated whether it was appropriate. 
This fast type of implementation is 

possible because the solution is cloud-
based and most parts just needed to be 
configured to Telia’s processes.

According to Peter Krogsgaard, Telia 
Mobility Sales and Marketing Director, 
Capgemini was good at analyzing and 
translating Telia’s business requirements 
to solutions and products and displayed 
tremendous empathy towards industry-
specific and Telia-specific conditions. 

“Even though it has all happened 
extremely quickly, the solution is 
characterized by an incredibly high 
quality and the project has touched 
down perfectly. It has created a new 
way in which we can work, which 
creates lasting improvements,” says
Peter Krogsgaard, who, during the 
process, noticed that Capgemini drew 
on its industry knowledge to quickly 
suggest correct and durable solutions.

At the same time, the task was seen as a 
process change based on Telia’s existing 

Capgemini Denmark
Telecom
Technology Services
salesforce.com

Approved by
Peter Krogsgaard, 
Sales and Marketing Director, Telia Mobility
Michael Loytved, Management Consultant, 
Capgemini Denmark

Capgemini, one of the 
world’s foremost providers of 

consulting, technology and outsourcing 
services, enables its clients to transform 
and perform through technologies. 
Capgemini provides its clients with 
insights and capabilities that boost their 
freedom to achieve superior results 
through a unique way of working, the 
Collaborative Business ExperienceTM. The 
Group relies on its global delivery model 

called Rightshore®, which aims to get the 
right balance of the best talent from 
multiple locations, working as one team 
to create and deliver the optimum 
solution for clients. Present in more than 
30 countries, Capgemini reported 2009 
global revenues of EUR 8.4 billion and 
employs 95,000 people worldwide. 

More information is available at  
www.capgemini.com.

 About Capgemini and the 
  Collaborative Business ExperienceTM
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TME the way we do it

organization where the following 
factors were identified for the project’s 
success: good user experience, support 
from senior management, training of 
employees and super-users, assigning 
people responsible to continue the 
project after the implementation, and 
coaching sales consultants on updating 
the system.

The project group ensured that senior 
management was constantly informed 
of the project’s progress and therefore 
had the support and attention of 
management through the entire period.

“We had huge amounts of client data, 
which we wanted to combine into 
knowledge so we could raise our 
level of knowledge and thus increase 
the ability to prioritize and make 
better decisions. Everything is still 
new, but I most definitely expect a 
positive effect on the top line as well 
as the bottom line from our new CRM 
system,” says Peter Krogsgaard.
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Telia is owned by TeliaSonera, an international 
telecommunications group which offers services 
in 20 markets in the Nordic and Baltic countries, 
the emerging markets of Eurasia, including 
Russia and Turkey, and in Spain. The company 

provides network access and telecommunication 
services that help people and companies 
communicate in an easy, efficient and 
environmentally friendly way. 

For more information, please visit:
www.teliasonera.com


