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Project scope and
business needs

Svenska Cellulosa Aktiebolaget (SCA) 
is a Swedish consumer goods company 
and a pulp and paper manufacturer.  It 
produces and distributes global 
hygiene products marketed under 
several brands including Libero and Li-
bresse. SCA was founded in 1929; 
today it has more than 44,000 employees 
and sales totalled €12.3bn in 2015. With 
its main product portfolio consisting of 
personal care products (wet wipes, baby 
nappies, feminine hygiene products, tis-
sues and cotton-pads), plus 
publication papers, solid wood 
products and forest-based biofuel, SCA 
is considered a leading global hygiene 
and forest products company.  It sells its 
products to customers in countries all 
over the world, with the largest markets in 
Germany, UK, USA, France, Sweden, Italy, 
the Netherlands, Spain, Denmark, Aus-
tralia, Mexico and Belgium.  SCA is also 
Europe’s largest private owner of forest 
land, with 2.6 million hectares, equivalent 
to the size of Macedonia.
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In August 2012, SCA began its working 
relationship with and introduced sup-
port for Microsoft Dynamics CRM from 
AlfaPeople.  Now an established partner, 
AlfaPeople has been fully integrated into 
their IT department.  It handles support 
issues from SCA’s international commu-
nity of 2,000 CRM users and delivers 
more than 4,200 hours of end-user 
support each year. 

Eva Lechner, Manager User Education 
& CRM Project Manager at SCA said: 
“AlfaPeople is responsible for providing 
us with support for Microsoft Dynam-
ics CRM, dealing with 2,000 users to 
manage and dispatch the cases. The 
customer communication provided by 
AlfaPeople is best in class.  The team is 
highly trusted by our end-users and our 
IT department.  Their team works in a 
very efficient way, respecting our internal 
processes in the area of service manage-
ment and development.”

Recently SCA required some help to 
manage an expansion of their CRM solu-
tion, as the in-house IT support depart-
ment did not have capacity to execute

the project in full.  SCA naturally turned 
to AlfaPeople to project manage and re-
source the work, enhancing and devel-
oping Dynamics CRM as well as provid-
ing ongoing maintenance and support 
for the current live version of 
the solution.  

AlfaPeople’s role was also to act as a link 
between SCA’s internal support and de-
velopment teams, providing a high quali-
ty of support to users of the CRM system.  
The vast majority of support cases are 
currently solved by AlfaPeople, providing 
standard user-help over email or Skype 
and screen sharing.  In cases where the 
result is a bug, a thorough root cause 
analysis is undertaken - if necessary 
looking at individual lines of code - and 
a comprehensive problem report with a 
proposed solution is produced and sent 
to the SCA IT development team.

 “We are very happy to continue working with AlfaPeople 
and are preparing for future challenges together.”

Eva Lechner, Manager User Education & CRM Project Manager at SCA



This team has direct access with all 
relevant internal teams including the 
Helpdesk, the development function 
and it inputs into weekly status reports.  
All these factors mean that AlfaPeople 
has deep understanding of SCA and the 
common user issues - and can escalate 
to Microsoft should it be necessary.  Eva 
Lechner, Manager User Education & 
CRM Project Manager at SCA said: “We 
are very happy to continue working with 
AlfaPeople and are preparing for future 
challenges together.”

As part of the expansion project, 
AlfaPeople would also be required to 
‘buffer’ all the extra work requests sent 
to the in-house development team.  This 
added interface in the request process 
would allow the development specialises 
to prioritise the right functionalities and 
expansions to Dynamics CRM that would 
allow SCA to meet its overall business 
objectives.  

Solution

To ensure that the project and ongoing 
partnership was efficiently run on a 
day-to-day basis, AlfaPeople seconded 
a team of fully-dedicated and highly-
qualified support consultants into the 
existing structure of the SCA IT support 
department.  Located in a remote office, 
they worked using the same systems 
and solutions as the rest of the in-house 
support department.  

A high quality and frequency of 
communication and a well-organised 
support function are the two primary 
factors that were outlined as critical 
to the success of the implementation.  
AlfaPeople’s support team committed to 
delivering user support within an agreed 
response time, in line with the in-house 
team’s own SLA and subject to the same 
expectations from the overall business.  

“AlfaPeople is responsible 
for providing us with 
support for Microsoft 
Dynamics CRM, dealing 
with 2,000 users to manage 
and dispatch the cases. The 
customer communication 
provided by AlfaPeople is 
best in class.”

Eva Lechner, 
Manager User Education & 
CRM Project Manager at SCA



Benefits

IT resource to rely on

Thanks to the quality of support 
provided by AlfaPeople, SCA has a 
trusted service that it can turn to for 
ongoing help and to reliably manage 
Microsoft Dynamics CRM’s features 
and changes, all with a stable cost-
base.  The relationship and division 
of work between the in-house team 
and AlfaPeople means that resources 
are allocated and assigned to take 
advantage of everyone’s skills.  This 
approach has created a positive 
reputation of Dynamics CRM within 
SCA, accelerating user-adaption and 
empowering them to use it correctly.

Allowing the IT development team 
to focus on developments

The relationship with AlfaPeople means 
that the internal IT development team 
can concentrate on driving the business 
forward, expanding the solution with 
both features and increasing adoption 
with new user-groups. This focus has 
not only boosted the productivity of 
the development team – lowering the 
direct cost of new implementations – 
but also reduced the likelihood of the 
need for new development projects, 
as the management and processes 
connected to existing operations are 
already in order.

Class-A IT support for users

The user support service that 
AlfaPeople provides to SCA’s business 
owners has created a high-performing 
and centrally-controlled technical 
hub that resolves tasks efficiently.  
This includes importing, exporting or 
resolving large volumes of transaction 
data, which users expect to be handled 
with the same high level of response. 
Overall the AlfaPeople team provides 
SCA with an agile and dynamic support 
operation, where everyday business 
is handled to an efficient ROI and an 
excellent service quality. 

“Overall the AlfaPeople 
team provides SCA with 
an agile and dynamic 
support operation, where 
everyday business is 
handled to an efficient 
ROI and an excellent 
service quality.” 



AlfaPeople  Colombia
Ave Cra 9 # 123-86
Edificio Uraki – Ofi 401
Bogotá
Phone: +571 6054222
Fax: + 571 2082198
Email: info.co@alfapeople.com

AlfaPeople  Brazil
Av. Maria Coelho Aguiar, 215
Jd. São Luiz – São Paulo/SP
CEP: 05805-000 
Phone: +55 (11) 3741-5181
Email: info.br@alfapeople.com

AlfaPeople - Headquarters
Teglholm Allé 13
2450 København SV.
Denmark
Phone: +45 70 20 27 40
Email: info@alfapeople.com

AlfaPeople  United Kingdom
Century House
100 Oxford Street
W1D 1LL, London
United Kingdom
Phone: +44 2072 551 228
Email: info.uk@alfapeople.com

AlfaPeople  Germany
Elsbach Haus, Goebenstraße 3-7
32052 Herford
Phone: +49 5221 28440-0
Fax +49 5221 28440-44
info.de@alfapeople.com

AlfaPeople  Chile
Avda. Nueva de Lyon 072
Oficina 801, Piso 8
Providencia, Santiago
Phone: +56 (2) 2 751 90 00
Mobile: +56 9 75296062
Email: info.cl@alfapeople.com

AlfaPeople  Costa Rica
Calle 36. Av 4 y 6.
Edificio Don Bosco. Tercer Piso
San Jose
Phone: +506 2233 7000
Fax +506 2233 3238
Email: info.cr@alfapeople.com

AlfaPeople  Switzerland
Hohenbühlstrasse 2
8152 Glattbrugg
Phone: +41 43 355 30 60
Fax: +41 43 355 30 61
Email: info.ch@alfapeople.com

AlfaPeople  US
Chrysler Building 
405 Lexington Avenue,
26th Floor New York
NY 10174
Phone: +1 (917) 368-8088
info.us@alfapeople.com

AlfaPeople  Guatemala
5ta Avenida 4-55 Zona 14
Edificio Europlaza Torre 1, 2do Nivel
Oficina 208/209  
Phone: +502 2386 9981
Fax: +502 2386 8800
Email: info.gt@alfapeople.com

AlfaPeople Mexico
Baja California # 245 Piso 8
Colonia Hipódromo. 
Condesa C.P. 06170
México, D.F.
Phone: +52 5265 6030
Email: info.mx@alfapeople.com

AlfaPeople China
Four Seasons Square, Building 2
No. 503 NingGuo Road, 
Shanghai
200090
Phone: +966 2 6929450
Email: kle@alfapeople.com

AlfaPeople  Saudi Arabia
King Road Tower (1106)
King Abdulaziz Road – Jeddah
PO Box 11787, Jeddah 21463
Phone: +966 2 6929450
Fax: +966 2 6068744
Email: info.me@alfapeople.com

AlfaPeople  
United Arab Emirates
Sidra Tower (1503) 
Sheikh Zayed Road
PO Box 9588, Dubai
Phone: +971 4 5585066
Fax: +97144405988
Email: info.me@alfapeople.com

AlfaPeople  India 
Landmark Tower, 4th Floor,
Plot No. 2, Ashok Marg,
C – Block, South City – I
Gurgaon – 122001, India
Phone: +919811089731
Email: info.in@alfapeople.com

AlfaPeople  India 
South Office
#26/1, 1st floor, 
Regus gem business centre,
Ibis hotel, Bommanahalli, 
Hosur road, Bangalore – 560068
Phone: +918040980841
Email: info.in@alfapeople.com
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