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Number of Employees:
150

Software
SageCRM

Number of SageCRM Users:
40

“l would definitely say
that SageCRM has more
than paid for itself.
We're able to give our
clients content-appropri-
ate marketing messages
that they both appreci-

ate and respond to.”

Lexnet Consulting Group Prescribes Success
For Citeline, Inc.

n an era where the process of bringing a new

prescription drug to market can cost over a

billion dollars and consume a decade or more,
pharmaceutical firms are eager for fast, reliable,
current, and complete information on the clinical
trials affecting their marketplace.

Citeline, Inc. is the leading provider of clini-
cal trial intelligence to the pharmaceutical indus-
try. Just six years old, the start up company boasts
more than 20,000 registered users of its proprie-
tary online informational database, including the
world’s top 20 largest pharma-
ceutical firms. As an entirely
virtual company, Citeline has
personnel stationed all over the
globe. Uniting those personnel
with the information they need
to do their jobs is SageCRM,
backed by Lexnet Consulting
Group.

“Weve seen a 100 percent
renewal rate over each of those
six years,” says Pete Sikora, pres-
ident of Citeline. “That tells
me we’re delivering the infor-

mation our clients want, and
SageCRM helps us do that.”

System Overload
Initially Citeline used Gold-
Mine® for its CRM needs. It worked well for the
company until rapid growth made synchroni-
zation tasks difficult to manage. “A client/server
application just doesn’t work well when you've
got users all over the world accessing the system.
Everyone had to manually synchronize their data,
which meant the system was perpetually out of
date,” Sikora explains.

Consult With A Trusted Partner
Sikora turned to long-time ally Lexnet Consulting
Group for help choosing a new solution. “Lexnet
is very service-focused and takes a consultative
sales approach,” notes Sikora.

Real-time data access for all employees was
a priority, as was a clean, user-friendly interface.

SageCRM allows Citeline employees to
interact in a collaborative environment Outlook for e-mail and calen-

regardless of where they are in the world. 341 functions could continue

to do so,” he says. “That allows
them to take advantage of SageCRM with mini-
mal adjustments to the way they work.

In addition to SageCRM, Citeline evaluated Sales-
force.com and Microsoft CRM. Salesforce.com, a
hosted CRM application, was quickly eliminated.
Citeline wanted to retain control of the software
within the company to allow integration with its
clinical trial database application.

“We spent a lot of time looking at both
SageCRM and the Microsoft application. In the
end, it was unanimous that SageCRM looked bet-
ter, offered more functionality and was a better
value,” recalls Sikora.

Citeline chose to install
SageCRM on a colocated
server. “It’s really the Dbest
of both worlds. We own the
software and have full con-
trol over it, yet it’s housed in a
state-of-the-art, temperature-
controlled and highly secure
facility,” says Sikora.

. Works the Way You Work

Today, Sikora says that all cli-
ent communication is tracked
through SageCRM. “It is very
important to me that the staff

members who were using

“We operate in a virtual workplace.
SageCRM supports that model by allowing our
employees to interact and work with one anoth-
er in a collaborative environment regardless of
where they are in the world,” Sikora says.

Targeted Marketing Message
SageCRM is enabling Citeline to capitalize on the
data tracked by its clinical trial database. As cli-
ents search Citeline’s database, the search terms
and user information related to those searches are
captured by the application. Lexnet Consulting
Group developed integration between SageCRM
and Citeline’s production, clinical trial database
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Lexnet Consulting Group is a lead-
ing provider of objective CRM busi-
ness analysis and implementation
services. The company is headquar-
tered in San Francisco California,
with additional offices in Los Ange-
les and Atlanta. Lexnet was founded
in 1994 by Steve Chipman in order
to provide companies with an expert
resource for the evaluation and
implementation of customer rela-
tionship management solutions.
The Lexnet team has completed
hundreds of successful CRM imple-
mentations for mid-sized compa-
nies and teams within large enter-
prises. Among the companies that
have improved the efficiency of their
sales and marketing process with
help from Lexnet are Ask Jeeves,
Barclays Global Investors, Photon
Dynamics, Mighty Leaf Tea, Bank
of the West and Singapore Telecom.
For more information about how
Lexnet Consulting Group can help

you untangle the complexities of

customer relationship management,
go to www.lexnetcg.com or email us
at info@lexnetcg.com.

Leadership. Experience. Net Results.

so that staff can produce targeted marketing mes-
sages from SageCRM based on users’ past searches
in the production database.

Citeline’s marketing staff generates a mail
merge listing of all users who searched for informa-
tion about diabetes, for example, and creates per-
sonalized e-mail messages directed to these users
offering an in-depth white paper or other related
service. “It works very well,” Sikora notes. “Lexnet
proved they are expert integrators.”

Citeline’s sales team tracks their leads and
opportunities within SageCRM. All notes, appoint-
ments and communications are tracked within the
software and centrally available to both staff and
management. With visibility into the company’s
sales pipeline, Sikora and the management team
can be confident that each opportunity is pur-
sued and can monitor the company’s overall suc-
cess rate.

“I would definitely say that SageCRM has
more than paid for itself. We’re able to give our cli-
ents content-appropriate marketing messages that
they both appreciate and respond to,” says Siko-
ra. “The value of SageCRM goes beyond market-
ing to helping us improve our service offering. It
allows us to identify trends and then offer our cli-
ents more of what they want.”

Communicate Effectively
Lexnet Consulting Group is currently working
with Citeline to implement Sage Communicator,
an e-mail marketing solution for SageCRM that

LedneT

CONSULTING GROUP

Lexnet Consulting Group
220 Halleck Street, Suite 130
San Francisco, CA 94129
(415) 561-3410
www.lexnetcg.com

The integration capabilities of SageCRM allow
Citeline to capitalize on the information in its
clinical trial database.

tracks detailed statistics about e-mail marketing
campaigns such as bounce-back, open and unsub-
scribe percentages.

Citeline plans to distribute an electronic
HTML newsletter to its clients using Sage Com-
municator. It will deliver all outbound communi-
cations as a two part message—in both an HTML
and text formatted e-mail. If the HTML is blocked,
the text format will be delivered in its place, ensur-
ing the highest possible delivery rate.

“Lexnet Consulting Group is our go-to part-
ner for all matters relating to CRM. We’re very sat-
isfied with the work they’ve done for us and the
support they provide,” concludes Sikora.
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