
Business situation
In the building industry, the name Tridel 
is synonymous with luxury condominium 
living. The firm develops award-winning 
condominium communities and homes in 
the greater Toronto area. As each project is 
initiated, Tridel sets up a unique company 
to manage all aspects of the building 
process and beyond: land acquisition, 
zoning, design, marketing, construction, 
customer care and property management. 

More than 400 distinct legal entities – and 
counting – have been established to run 
Tridel’s various projects. But the company’s 
aging enterprise resource planning (ERP) 
system had limited capabilities and was 
becoming increasingly difficult to support. 
Tridel faced a daunting task: find a new 
solution – and a technology partner – to 
help migrate 30 years’ worth of historical 

data and streamline the company’s 
operations. 

Tridel’s CIO, Ted Maulucci, explains,  
“Our enterprise system was not tuned to 
how our company is set up. We needed to 
achieve compliance across our organization 
and find a system that would help us deal 
with the challenges of cross-company 
accounting.”

Based on an extensive evaluation, Tridel 
chose Microsoft Dynamics AX as its new 
enterprise system. An implementation 
partner was brought on, but the project 
was halted after several concerns arose 
during the planning and analysis phase. 
Tridel then launched an RFP and selected 
Avanade to perform the Dynamics AX 2009 
implementation and subsequent upgrade 
to Dynamics AX 2012. In fact, Tridel was the 
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first North American enterprise to upgrade 
from Dynamics AX 2009 to AX 2012. 

There was another item on Tridel’s 
technology wish list: a customer 
relationship management (CRM) solution 
to boost efficiency and improve the 
customer experience. The process of 
purchasing a condo unit that hasn’t yet 
been built doesn’t happen overnight –  
it can take up to three years from the time 
a customer invests in a unit to the date 
they move in – and a lot of information 
is accumulated along the way. Customer 
care workers did not have a 360-degree 
view of customers and communication 
tracking was inefficient. Sales, marketing 
and customer care employees were using 
spreadsheets and manual processes to 
keep tabs on opportunities and issues. 

An RFP was issued and Microsoft Dynamics 
CRM was chosen for several reasons.  
It integrates well with Tridel’s other 
Microsoft solutions and offers many social, 
mobile, analytic, reporting and advanced 
marketing capabilities. Again, Avanade was 
selected to deploy the CRM system.

“Avanade and Tridel have a strong working 
relationship. Avanade is a company of high 
integrity, it has many experts on its team 
– including a strong offshore capability – 
and it has a lot of leverage with Microsoft. 
Teaming with Avanade brings us a lot of 
value,” says Maulucci.

The solution
Enterprise Resource Planning The decision 
to implement Microsoft Dynamics AX was a 
group effort. Accounting staff from various 
areas – construction, corporate, and other 
Tridel entities – developed a requirements 
document and performed an evaluation of 
ERP solutions. Total cost of ownership was 
a major consideration, while configurability 
and migration complexity were also taken 
into account. 

Avanade completed a proof of concept 
and implemented Microsoft Dynamics AX 
2009, which included migration of some 
of Tridel’s 400 companies and 206 users. 
As part of the project, Avanade trained 
Tridel IT staff to be self-sufficient with 
the migration process. When Microsoft 
introduced Dynamics AX 2012, Tridel  
invited Avanade to evaluate the option  

of upgrading to the new version –  
and the upgrade was performed in just 
eight weeks. 

Avanade leveraged Avanade Connected 
Methods (ACM), a phase-based delivery 
methodology that facilitated the  
on-budget, on-time implementation.  
The team included offshore resources from 
India. Dynamics AX 2012 provides Tridel 
with two front ends: a rich client that can 
be installed on any computer and used  
like an app, and a web-based enterprise 
portal that sits on Tridel’s existing 
SharePoint platform.

“We’re seeing solid business case after 
solid business case that prove the power of 
Dynamics AX. It’s opened up opportunities 
for Tridel to solve a number of issues,” 
Maulucci says.

Customer Relationship Management  
When it came to evaluating CRM 
technologies, Tridel gathered users from 
customer care, sales and marketing to 
compare Microsoft Dynamics CRM with 
other CRM systems in the market.  
Ultimately, end users and IT staff clearly 
preferred the Dynamics CRM solution. 
The Avanade team, including offshore 
resources, performed phase one of the 
Dynamics CRM on premise deployment in 
six months, bringing on sales, marketing 
and customer care employees. 

“Dynamics CRM matches what we want 
to do, integrates well with our existing 
Microsoft platform, and the roadmap is 
very good. There are ancillary tools to help 
us with marketing campaigns and social 
integration,” comments Maulucci.

“There is great integration across the  
Microsoft platform; it makes everything  
a lot easier.” – Ted Maulucci, CIO, Tridel

Case Study
Tridel



Avanade helps customers realize results in a digital 
world through business technology solutions and 
managed services that combine insight, innovation and 
expertise focused on Microsoft® technologies
Our people have helped thousands of organizations 
in all industries improve business agility, employee 
productivity and customer loyalty. Avanade combines 
the collective business, technical and industry expertise 
of its worldwide network of experts with the rigor of 
an industrialized delivery model to provide high quality 
solutions using proven and emerging technologies with 
flexible deployment models–on premises, cloud-based 
or outsourced. 

Avanade, which is majority owned by Accenture,  
was founded in 2000 by Accenture LLP and Microsoft 
Corporation and has 21,000 professionals in more than 
20 countries. Additional information can be found at 
www.avanade.com.   

©2014 Avanade Inc. All rights reserved. The Avanade  
name and logo are registered trademarks in the U.S. and 
other countries. Other brand and product names are 
trademarks of their respective owners. 

Results
Tridel is realizing company-wide benefits 
with the ERP and CRM technologies. 

The Dynamics AX 2012 ERP system allows 
Tridel to:

•  Streamline financial systems across the 
enterprise and easily build meaningful 
reports

•  Accurately track project costs and 
profitability (site supervisors can 
effectively manage changes as they 
happen at build sites)

Another upgrade is being considered – from 
Dynamics AX 2012 release one to release 
three – to add even more capabilities like 
mobile and Windows 8 apps.

Dynamics CRM provides these capabilities:

•  Improves the rate of sales and marketing 
success through sales force automation

•  Empowers customers to self-schedule 
appointments, freeing up customer care 
staff for other responsibilities

•  Automates customer care 
communications to deliver greater 
efficiency and cost savings

•  Provides staff with a single view of the 
customer

The CRM system has been widely embraced 
by users. Adoption and satisfaction rates 
are high.

Maulucci adds, “Now that we have access 
to sales and marketing data, we can 
identify bottlenecks in sales and take 
next steps like social listening. The data 
also helps us demonstrate the value of 
the investment to senior executives in a 
quantifiable way.”

Tridel continues to build on its Microsoft 
technology with the objective of creating 
a greater level of project collaboration – 
both internally and with external business 
partners. Avanade continues to support 
Tridel with its deep technology expertise 
and proven best practices.

About Tridel
Tridel has a long and proud history of 
innovation in construction and design. 
Established in the 1950’s, Tridel has grown 
into a thriving group of companies, 
and has become the industry leader in 
condominium development. The enterprise 
employs some of Canada's top designers, 
planners and construction experts who 
ensure that every Tridel building is state 
of the art, and built to meet the needs of 
those who live in them. 

“Avanade always takes the high road.  
They have consistently come through for us and 
worked through challenges to get to the goal.”  
– Ted Maulucci, CIO, Tridel
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