
Simplus worked with Citrix Online over nine months to expand its CRM 
implementation, customize and deploy the Service Cloud, and integrate key data 
sources from operational systems:

THE CHALLENGE

THE SOLUTION

THE OUTCOME

Make complex things simple with Simplus and Salesforce. Visit Simplus.com

Citrix Systems (NASDAQ: CTXS) 
develops products that allow 
anyone in the world to work and 
play from anywhere. The company 
is at the forefront of the movement 
to help information technology 
evolve from the traditional 
distributed-computing model to 
a simpler, service-oriented model 
that supports user choice, agility, 
and growth.

INDUSTRY:
Technology

CLOUD:
Sales Cloud
Service Cloud

SERVICES:
Advisory
Implementation
Custom Configuration
Change Management

HQ:
Fort Lauderdale, FL

WEBSITE:
www.citrix.com

SUCCESS STORY

It was difficult for Citrix Online’s global agents to access service and support records 
across product lines, hindering effective service. Customers sometimes had to call 
multiple reps to get help for multiple products. Fragmented customer information also 
weakened marketing efforts and made it difficult to compile division-wide reports. 

• Standardized business practices around Salesforce

• Deployed Service Cloud to account managers and support teams division-wide

• Implemented one consistent and flexible integration solution for Sales Cloud

• Imported 2M+ customer records into Salesforce.com and consolidated data on 
customers with multiple products

• Created 25 new fields to capture customer interaction details and marketing 
information. These included trials, paid accounts, automatic renewals, promotion  
codes, and opt-outs for surveys, emails, and phone calls

• Made it faster and easier to generate divisional reports

• Built custom dashboards and reports to make it easy for Citrix Online    
to see real-time updates of key business and support metrics

• Developed and deployed an integration between Salesforce.com and customer 
databases within the Fusion environment, replaced a legacy system, and made 
modifications to Service Cloud to support the integration

With the Service Cloud, all agents can now easily access complete information 
about each customer. They can see a record of division-wide customer interactions 
for more informed and effective service.

• Average wait time reduced from 10 minutes to 2 minutes 

• 30% abandoned rate reduced to 10% abandoned rate

• Customer satisfaction increased from 8/10 to more than 9/10

• Average call time decreased by 30 seconds; 5,000 minutes saved per week

• Reps spend more time helping customers and less time on administration

• Marketing team can now use the detailed asset information and account histories 
to better monitor activity and develop more effective campaigns


