
Intuit simplifies 
business processes 
and drives usability
Intuit’s business is driven by seasonality 
— namely, tax season. For 10 years they’d 
used Siebel on premises and multiple 
homegrown systems for CRM and 
customer service. Intuit was cautious 
about changing their systems, until an 
upgrade in 2011 led to a crash with three 
days of downtime right in the middle of 
tax season, when call volumes and sales 
jumped exponentially. A change to a more 
stable system was a must.

CRM PLAYS A KEY ROLE AT INTUIT 

Customer relations is at the core of 
multiple business processes at Intiut. They 
needed to streamline and better integrate 
systems, upgrade stability, and overhaul 
customer engagement, which is at the 

core of multiple business processes at 
Intuit. Intuit also wanted to run their new 
system out of the box to avoid a heavy 
implementation, yet it had to integrate 
with their Siebel back end. A tall order to 
be sure, but a project plan to replace their 
current system was put into motion. 

At the beginning of 2013, Intuit’s 
search lead them to Salesforce as the 
new enterprise class CRM platform to 
satisfy their ambitious vision. They were 
especially impressed with the flexibility 
and stability of the Salesforce1 Platform, 
which allows them to build custom apps 
and seamlessly blend Salesforce and 
non-Salesforce applications. In total, 
the project took just three months to 

implement, and led to an estimated 
300% reduction in time to go live when 
compared with Siebel. 

And as needed, Salesforce is able to 
coexist with Intuit’s Siebel back end, which 
handles pricing and order management. 
The integration has been so seamless 
that employees log in to Salesforce and 
can’t tell the difference between their 
Salesforce front end, and Siebel back 
end. To them, it’s all Salesforce, which 
has resulted in higher user adoption, 
satisfaction, efficiency, and productivity. 
Now Intuit has a single system running 
their business, backed by the security, 
stability, and flexibility of Salesforce.

WHO IS INTUIT
Founded in 1983, Intuit Inc. creates business and 
financial management solutions that simplify the 
business of life for small businesses, consumers, 
and accounting professionals. Their flagship 
products and services include QuickBooks®, 
Quicken®, TurboTax®, and Mint.com®. The 
company has approximately 8,000 employees 
with major offices in the United States, Canada, 
the United Kingdom, India, and other locations.

HIGH TECH/SOFTWARE AND SERVICES
Sales Cloud, Service Cloud



Salesforce is the leader in enterprise cloud computing. We help companies connect to their customers in a whole new way with our sales, service, 
marketing, community, and analytics apps. All of these apps run on the Customer Success Platform so you can manage all your information in one place.  

To learn more, call us at 1-800-667-6389

PRODUCTS

Sales Cloud

Service Cloud

CHALLENGE

Multiple disparate systems and 
processes 

Difficulty managing customer 
cases due to disjointed agent 
experience

Needed stability of systems 
that could scale quickly during 
peak season

Legacy on-premises system 
and processes was holding the 
business back

Recognized need to address 
their CRM system to keep 
customers happy and improve 
the customer experience

SOLUTION

Keep what was working and 
replace what was not working

Implement Sales Cloud and 
Service Cloud to create unified 
front end and single system of 
record

Give Intuit employees a best-
in-class system to service their 
customers at all times of year, 
especially tax season

RESULTS

One seamless CRM system for 
Intuit 

Salesforce drove increased 
user adoption and productivity

Customer satisfaction has 
increased with better service

Intuit has a stable and secure 
CRM system with automatic 
upgrades that never crashes, 
including on tax day when they 
handle more than 1,000,000 
calls

“Since Salesforce, our net 
promoter scores have gone 
up all the way to the positive 
80 range. And people just 
love how easy it is to log into 
the system, how easy it is to 
use, and all of the things that 
we’ve integrated right at their 
fingertips from the — from the 
same screen.”

Jerry Lekhter
Director, Sales and CRM Engineering, Intuit

SALESFORCE CUSTOMER SUCCESS STORY: INTUIT

15%
increase in productivity

300%
faster integration with 

Salesforce

90%
increase in Net Promoter 

Score


