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Founded in 1996, INTrASoFT International is a 
leading european company with a broad portfolio 
of activities largely related to information and com-
munication technologies. It is represented by four 
main operational branches in Belgium, Greece, 
Luxembourg and romania, and has long-standing 
contracts in Germany, Spain, the UK, most other eU 
countries, and Asia.

INTrASoFT’s portfolio boasts the provision 
of services to a wide range of european and 
international public and private organisations, 
including various directorates-General of the 
european Commission.

These services encompass software application 
development, outsourced and managed services, 
information and communication services, SAP so-
lutions, as well as research, innovation and policy 
support services.

INTrASoFT’s commitment to the provision of high-
quality services that meet the needs and priorities 

of its clients is supported internally by dedicated 
departments such as process improvement and 
quality assurance, and IT operations. A strong 
sales and marketing department also ensures that 
INTrASoFT’s business strategy and activities stay 
ahead of the competition.

Since it was established some 14 years ago, the 
company has achieved impressive organic growth. 
This publication provides a perspective of the ac-
tivities undertaken during the calendar year of 2009 
with an overview of the achievements to come in 
2010 and beyond. It may also provide readers with 
the inspiration to recruit INTrASoFT’s gamut of 
services to fulfil their business needs.

Further information is available from the  
INTrASoFT website (www.intrasoft-intl.com).

INTrASoFT is a subsidiary of INTrACoM S.A.  
Information Technology Services.

Foreword

http://www.intrasoft-intl.com
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In 2009, companies the world over took a severe 
battering as a result of the prolonged financial cri-
sis, economic instability, the flu pandemic, and the 
effects of climate change. Nonetheless, against all 
the odds, we at INTrASoFT International managed 
(yet again) to weather the storm, and even come out 
on top. 

In fact 2009 marked a turning point for our com-
pany. In an environment charged with ever fiercer 
competition due to businesses being hit hard by 
the crisis, INTrASoFT International faced a unique 
challenge in the company’s 13-year history: al-
most 50 % of our annual revenues (with a value of 
around eUr 40 million) were re-tendered. In ad-
dition to successfully renewing more than 85 % of 
our tendered business, we won a number of new 
contracts, raising our bookings volume for 2009 to 
close to eUr 100 million. 

Our financial achievements for 2009 were once 
again remarkable. our revenue for the year broke 
the eUr 80 million barrier, amounting to an im-
pressive eUr 82.8 million. This represents 15.5% 
growth year-on-year, against the eUr 71.6 million 
posted in 2008. Meanwhile our eBIT (earnings be-
fore interest and taxes) reached eUr 5.7 million, 
up 15% from 2008, when our eBIT stood at eUr 4.9 
million. our human resources capacity exceeded 
700 employees across europe.

during 2009, INTrASoFT International maintained 
its high levels of product and service delivery in 
more than 20 countries, while adding new mar-
kets and clients to the company portfolio. For 
example, we expanded our customs activity into the  
ASeAN-region and Croatia, embarked on innovation 
projects with the governments of South Korea and 
China, won software development contracts with 
the european Aerospace Safety Agency in Cologne 
(Germany) and the european Chemical Agency in 
helsinki (Finland), and started performing out-
sourcing activities for the european Parliament. 

In addition, 2009 saw INTrASoFT Internation-
al reach a significant milestone: we completed 
our first M&A (merger & acquisition) endeavour 
— the company’s first non-organic growth expan-
sion. we acquired the SAP activity of the Greek 
company Lavisoft S.A. with the objective of boost-
ing our presence in the SAP market. Indeed, with 
more than 50 SAP consultants, revenues reaching  
eUr 4.8 million and the status (in Greece) of Golden 
SAP Partner, INTrASoFT International is emerging 
as an important SAP market player. 

our customs business continues to thrive and rep-
resents our most promising activity with contracts 
worldwide. In 2009, we further strengthened our 
foothold on the international market through a 
partnership agreement with IBM Corp for a strate-
gic alliance addressing customs at the global level.

Social responsibility, environmental consciousness 
and well-being in the workplace are at the heart of 
our operations, and will remain there in 2010. Activ-
ities and initiatives launched and carried out during 
2009 range from environmental consciousness 
measures to social events and charity donations all 
over europe.

Quality has always been central to our businesses. 
our Process Improvement and Quality Assurance 
(PIQA) department continued in 2009 to demon-
strate to clients and stakeholders INTrASoFT 
International’s commitment to constantly improv-
ing the quality of products and services provided, 
and to contributing to and promoting environmental 
responsibility and awareness. In 2009, we obtained 
the ISo 14001:2004 environmental Management 
System for all our sites and services. Furthermore, 
we certified our Translation Services against EN 
15038:2006 (the European Norm specifically for 
Translation Services). we also became one of only 
a very small number of companies to formulate a 
Certified Function Point Counting (FP) team; this 
move is expected to enhance software measure-
ments and management decision-making.

I am confident that the present Annual Report gives 
an informative and comprehensive insight into our 
company and its activities and successes. our out-
standing achievements at all levels in 2009 can only 
be attributed to the exceptional performance of our 
team of INTrASoFT International colleagues. I have 
to express my congratulations and sincere thanks 
to them for their efforts throughout the year. 

Athanasios Kotsis
Chief Executive Officer
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operATioNAl 
HiGHliGHTS
In 2009, in spite of the ongoing economic crisis, INTrASoFT 
International added yet another year of growth to its  
13-year history by gaining new customers and successfully 
retaining key contracts which were re-tendered during 
the year. In addition, the company’s successful first M&A 
endeavour highlights INTrASoFT International’s growing 
status in the SAP market. The following pages provide a 
snapshot of the company’s greatest achievements in 2009.
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SATISFIed CLIeNTS

2009 saw INTrASoFT International face a major 
business challenge, as 50% of its annual revenues 
(worth some eUr 40 million) came up for re-tender. 
despite strong competition, the company succeed-
ed in retaining 85% of these tenders, including 

european Medicines Agency, with a potential ��

value of EUR 15 million for the next 3 years;

IT service provision contract with the ��

european Parliament with a potential value 
of EUR 55 million for the next 4 years;

contracts with the EU’s Office of Pub-��

lications with a potential value of eUr 
10 million over the next 4 years for the 
CordIS projects Lot B and Lot d.

In addition, INTrASoFT secured a number of new 
contracts, including: 

a new contract with the european Commis-��

sion’s directorate-General for education and 
Culture with a potential value EUR 7 million; 

a new contract with the european ��

Aerospace Safety Agency in Cologne 
worth eUr 2.5 million. 

INTrASoFT’S FIrST 
MerGer ANd ACQUISITIoN
In 2009, INTrASoFT International completed its 
first M&A when it acquired the SAP activity of the 
Greek company Lavisoft S.A.. INTrASoFT is now 
running all of Lavisoft’s commercial agreements 
relating to SAP. INTrASoFT has had a thriving SAP 
Solutions delivery Group for a decade now, and the 
acquisition of Lavisoft’s SAP activity means that the 
company is now one of the most powerful players 
in the Greek SAP market. Crucially, the move 
also enhances INTrASoFT’s reputation on the 
international SAP scene and lays the foundations 
for future expansion both in western europe and in 
developing markets.

CUSToMS – reAChING 
oUT To New MArKeTS 
worLdwIde

Customs has long represented a core business 
area for INTrASoFT International. highlights 
in this area in 2009 include the award of the  
FITSdev2 (Fiscalis Information Technology Sys-
tems) framework contract by the european 
Commission. This vital, highly sensitive project con-
cerns the stabilisation of eU Member States’ tax 
revenues and contributes to the smooth function-
ing of the internal market. INTrASoFT’s expertise 
in the customs fields has led to contracts with most 
national customs administrations in europe. 

Further afield, INTRASOFT now boasts the Asso-
ciation of Southeast Asian Nations (ASeAN) among 
its clients — the company provides technical and 
business consulting services related to the customs 
and transit systems of ASeAN member countries.

worLd LeAderShIP IN 
CUSToMS ANd exCISe
In 2009, we successfully delivered a large number 
of customs and excise projects in more than 15 
countries in europe and Asia worth some eUr 20 
million. our world lead in this area was sealed with 
a global agreement with IBM Corp to jointly market 
and develop solutions in this area. 

GoING GreeN

2009 saw INTrASoFT International achieve recog-
nition for its environmental values as all sites and 
services were certified under ISO 14001:2004. Under 
INTrASoFT’s environmental policy, the company 
has pledged to minimise the environmental impacts 
of its activities in a number of ways. The certification 
also requires INTrASoFT International to encour-
age its own suppliers to take measures to protect 
the environment.
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A SeAL oF APProvAL

INTrASoFT International’s information and com-
munication services were certified as being in 
compliance with ISO 9001; this recognises the qual-
ity of the team’s procedures and helps to ensure 
that work produced is of the highest standards. 

QUALITy ASSUrANCe For 
TrANSLATIoNS
In 2009, INTrASoFT International was accredited 
the eN 15038 standard for translations. The award 
makes INTrASoFT one of the very few IT companies 
to achieve this distinction, which is a demonstration 
of its unique understanding of the business require-
ments of its multinational clients. 

NeTworK SUPPorT

IT services are at the heart of INTrASoFT Interna-
tional’s business, and in 2009 the company’s teams 
provided IT infrastructure support to more than 
40 000 users Europe-wide. Clients benefit from a 
round-the-clock service, while a team of experts is 
on hand to run disaster management and contin-
gency plans if necessary. INTrASoFT International 
also provides the software support services used 
by many european Commission departments for 
the financial management of projects.

reSeArCh For SAFer 
TrANSPorT NeTworKS

The company’s strong research and innovation 
(R&I) department continued to win funding from 
the eU for new projects in a broad range of areas. 
New projects in 2009 include STAr-TrANS, which 
is developing systems to support the performance 
of risk assessments and contingency planning in 
transport networks in the case of emergencies 
such as fires, floods and terrorist attacks. INTRA-
SoFT’s partners in STAr-TrANS include London’s 
Metropolitan Police and the Center for Security 
Studies of the Greek Ministry of Interior. 

2009 also saw the start of a project in the e-learning 
field called OSR2L. The aim of the three-year project 
is to create a shared digital repository for science ed-
ucation that will substantially enhance access to and 
the delivery of digital science education content. 

“ IN 2009, INTrASoFT INTerNATIoNAL 
COMPLETEd ITS FIRST M&A whEN IT 
ACQUIred The SAP ACTIvITy oF The  
GreeK CoMPANy LAvISoFT S.A.”
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MArKeT TreNdS
In 2009, INTrASoFT International celebrated its 13th year of 
operations with yet another record-breaking year in terms of 
revenue and profit growth. Considering that this took place 
in a period where information technologies (IT) spending in 
western europe fell by 7% amidst the repercussions of the 
major global economic crises that started in 2008, this is 
quite remarkable. 

overall, the forecast is that worldwide IT spending will reach USd 1.48 trillion in 2010, below 
the USd 1.5 trillion recorded in 2008. recovery is expected sometime in 2011. It must be stated, 
however, that there might be unexpected swings in the market as a result of transient side ef-
fects of the 2008 global economic crisis.

Forecasts put worldwide IT spending growth at 3% over the next 12 months. on a global basis, 
hardware spending is set to increase by 5% in 2010, while software spending and IT services 
spending will rise by 2% and 3%, respectively. The Asia/Pacific region and Latin America are ex-
pected to be the highest growth regions with anticipated growth of 6% and 5%, respectively, while 
IT spending in North America and western Europe is forecast to be effectively flat in 2010. 
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with regard to our core market, public sector IT 
spending in western europe has proven to be more 
resilient than some other sectors. Although the 
effects of the economic downturn are expected to 
continue through 2010 in western europe, these 
will ease as the impact of economic stimulus pack-
ages becomes more evident. In particular, in our 
main service segment, that of IT Services, a small 
increase is anticipated as governments make ev-
ery effort to move the majority of citizen services 
to an online delivery model; this will require in-
vestments across a wide variety of departments, 
functions and systems.

In 2009, we enhanced our portfolio in regions where 
growth continues unabated such as Asia/Pacific 
with the ASeAN Transit project and, in the area of 
innovation management, in Korea and China. we 
have also acquired new customers in europe, in-
cluding the european Chemicals Agency in helsinki 
(Finland) and the european Aerospace Safety Agen-
cy in Cologne (Germany).

The year 2009 was also significant as we succeeded 
in renewing more than 85% of retendered contracts 
as well as winning new framework contracts with 
existing customers such as the european Parlia-
ment and the european Commission. 

we further strengthened our customs activity with 
the acquisition of new contracts and by signing a 
global agreement with IBM Corp during the year. we 
also undertook significant research and develop-
ment (R&d) work in this sector for the development 
of innovative solutions in the area of Single window 
and excise Movement Control. 

Finally, our SAP activity was strengthened through 
the acquisition of Lavisoft and the successful merg-
er of the teams that followed. 

“ The yeAr 2009 wAS ALSo SIGNIFICANT AS 
we SUCCeeded IN reNewING More ThAN 
85% oF re-TeNdered CoNTrACTS AS weLL 
AS wINNING New FrAMeworK CoNTrACTS 
wITh exISTING CUSToMerS.”
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FuTure ouTlooK
worldwide spending on information technologies (IT) will 
continue to feel the effects of the global recession throughout 
2010. According to a new forecast from market research firm 
International data Corporation (IdC), worldwide IT spending 
will increase by just 3% in 2010. 

Following a record fall of 7% in 2009, IT spending in 
western Europe is forecast to be effectively flat in 
2010. A few market segments are expected to re-
turn to positive growth, but the market sentiment 
across the region remains weak.

our core market lies in the government sector in 
western europe. here, although the recession is 
causing concern vis-à-vis increases in govern-
ment social costs and decreases in tax revenues, 
spending on IT remains relatively stable. In some 
western european countries, such as the UK, the 
pressure to downsize government is likely to be-
come a political issue, and this could result in 
increased interest in IT as a way to compensate 
for fewer staff. A compound annual growth rate of 
3.9% is expected for the government IT sector in 
western europe in 2010.

with the government sector remaining relatively 
resilient to global recession, we expect to see a fur-
ther increase in competition and pressure on profit 

margins. Thus our focus in 2010 will be to enhance 
our sales and delivery capacity in areas where prof-
it margins can be maximised. To sustain growth for 
the next few years, investments are also envisaged 
in expanding business in new sectors and possibly 
new regions. 

Throughout 2009, a good deal of effort has been de-
voted to ISo 27000, and we expect to achieve this 
very important quality certification in 2010. Still in 
the area of quality and process improvement, much 
of 2010 will be devoted to preparations for CMMI 
(Capability Maturity Model Integration) L3, which is 
expected to be accredited in 2011. In this economic 
setting and in conjunction with the long procure-
ment cycles associated with the public sector, we 
anticipate that 2010 will be a year of no or very mod-
erate revenue growth. 
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INTrASoFT INTerNATIoNAL’S 
orGANISATIoNAL STrUCTUre reFLeCTS  
ITS CUSToMer-orIeNTed PhILoSoPhy. 
There Are SIx STrATeGIC deLIvery 
GroUPS, AS FoLLowS: 

(1) APPLICATIoN deveLoPMeNT ANd 
INTeGrATIoN ServICeS.

(2) oUTSoUrCING ANd  
MANAGed ServICeS.

(3) INForMATIoN ANd  
CoMMUNICATIoN ServICeS.

(4) ProFeSSIoNAL ServICeS.

(5) SAP SoLUTIoNS.

(6) reSeArCh ANd INNovATIoN. 
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AbouT uS
A clear and comprehensive overview of each of the delivery 
groups is provided in this chapter, with specific reference to 
activities and achievements made by each in 2009.

Information follows directly below on some of the company’s 
horizontal activities, specifically concerning the human 
resources (hr), and Process Improvement and Quality 
Assurance (PIQA) departments.

INTrASoFT STAFF IN 2009

More than 700 expert staff in 4 european cities (in 
addition to contracted personnel in europe and be-
yond) work towards the provision of high-quality 
services to european and international public and 
private organisations. 

INTRASOFT’s staff profile represents the diver-
sity of expert skills and talent necessary for it to 
continue to maintain its position as one of europe’s 
leading information and communication technology 
(ICT) service providers. The average number of em-
ployees in 2009 was 685, a marked increase from 
the 2008 figure of 611.

hUMAN reSoUrCeS

In 2009, within the area of finance and adminis-
tration, hr management continued to consolidate 
standard and corporate procedures across all com-
pany sites to improve the effectiveness of processes 
within individual and national legal frameworks. 

with the company’s continued growth, the role of 
hr management at INTrASoFT is to provide direct 
support to delivery operations without impeding 
line management responsibilities for recruitment 
and staff development. This is accomplished by 
ensuring that a framework of company standards 
is in place together with the appropriate business 
process support applications. 

holiday management and a Check-in / Check-out 
(CICo) system that provides online support for the 
business processes involved with the arrival of new 
personnel in the company, and also for departures. 
The objectives of the system are to ensure that the 
right people are informed about personnel move-
ments, that the correct preparations are made, that 
all necessary tasks are carried out, and that an au-
dit trail for these tasks is maintained.

hr management provides a point of coordination 
for legal, contractual and financial issues and as-
sumes the responsibility for coordinating and 
administering the devolved actions that are part of 
career planning, assessment and training, and for 
ensuring a consistent approach to resource man-
agement across the company.
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Maturity Model Integration), the Institute of electri-
cal and electronics engineers (Ieee), Information 
Technology Infrastructure Library (ITIL) and the 
european Committee for Standardization (CeN), 
are applied throughout INTrASoFT. 

The department works under a multi-faceted 
framework to provide the following core services:

calculating function points according to ��

IFPUG (International Function Point Users 
Group) and CoSMIC (Common Software 
Measurement International Consortium) 
methodologies by certified counters;

measuring, analysing and suggesting im-��

provements based on measurable data and 
statistics via quality methods and tools;

providing quality consulting services during the ��

project initiation phase and throughout project 
execution, based on best practices and models;

setting, monitoring and verify-��

ing project quality objectives;

auditing, assessing, organising and coordi-��

nating process improvement programmes;

“ The PIQA dePArTMeNT CoNTINUeS 
To deMoNSTrATe To CLIeNTS ANd 
STAKehoLderS ITS CoMMITMeNT To 
CoNSTANTLy IMProvING The MANAGeMeNT 
oF INTrASoFT’S ProjeCTS ANd The 
ProvISIoN oF ITS ProdUCTS ANd ServICeS”

PROCESS IMPROvEMENT & 
QUALITy ASSUrANCe (PIQA)

It is INTrASoFT International’s mission to provide 
business value and outstanding delivery perfor-
mance in a cost-effective manner, and with the best 
possible support, in order to meet and exceed our 
customers’ expectations. with this in mind, quality 
has become a key, strategic ongoing challenge for 
the company.

while applying the latest technologies, meth-
ods and practices, as well as our clients’ own 
methodologies, INTrASoFT International’s core 
processes and methodologies are firmly rooted in 
our new ‘Integrated Management System’. here, 
quality of services and products, information se-
curity awareness and environmental responsibility 
lie at the heart of our approach towards total qual-
ity management.

A MULTI-FACeTed 
FrAMeworK
The PIQA department runs both horizontally and 
vertically to ensure that quality, models, standards 
and techniques such as those developed by the In-
ternational organization for Standardization (ISo), 
the Software engineering Institute (SeI), the ra-
tional Unified Process (RUP), CMMI® (Capability 
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obtaining and maintaining organi-��

sation certifications and process 
performance-related credentials;

establishing, at organisational or proj-��

ect level, management systems according 
to ISo 9001, ISo 20000-1, ISo 14001 and 
eN 15038 as well as ISo 27001 and CMMI 
Lev2 for software development;

coordinating the recording and implementa-��

tion of the company and projects’ procedures;

verifying the operation and maintenance ��

of the company management systems;

acting as a repository of best prac-��

tices and disseminating them across 
the company via internal awareness 
sessions, and setting up internal mecha-
nisms for knowledge management;

conducting supplier and sub-��

contractor evaluations.

PIQA SIGNIFICANT 
MILeSToNeS

The PIQA department continues to demonstrate 
to clients and stakeholders its commitment 
to constantly improving the management of 
INTrASoFT’s projects and the provision of its 
products and services. In 2009, the department 
achieved the following:

certified its Environmental Manage-��

ment System according to ISo 14001:2004 
for all its sites and services in order to 
contribute to and promote environmen-
tal responsibility and awareness;

certified its Translation Services against ��

EN 15038:2006, the only specific stan-
dard for Translation Services;

formulated a Certified Function Point (FP) team ��

with a view to enhancing software measure-
ments and management decision making;

was successfully re-certified ac-��

cording to the new ISo 9001:2008 
Quality Management Standard;

implemented an Information Security Manage-��

ment System covering all company activities 
and sites in order to manage information 
security risks in the most effective and efficient 
way (INTrASoFT plans to certify its compli-
ance according to ISO 27001:2005 in 2010);

performed successfully in an ISo 20000-��

1:2005 surveillance audit covering all its 
IT (information technology) service activi-
ties and geographical establishments.
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AppliCATioN 
developMeNT 
ANd iNTeGrATioN 
ServiCeS
INTrASoFT International’s Application development and 
Integration Services delivery group provides customised 
software systems, solutions and services to clients across the 
globe. It caters for all application-related needs from start to 
finish, including:

process modelling and business process engineering;��

requirements analysis;��

systems construction (e.g. design, development and testing) based on ��

the Rational Unified Process (RUP) software methodology;

after-sales services (e.g. maintenance, helpdesk, training, and ��

on-site missions for change management support).
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The Application development and Integration 
Services delivery group is one of the largest of 
INTrASoFT’s six delivery groups. It comprises some 
260 experts located in 4 european cities, delivering 
quality products and services related to all facets 
of the software production lifecycle. In 2009, the 
Application development and Integration Services 
delivery group, which was successfully appraised 
for CMMI® (Capability Maturity Model Integration) 
Level 2 v1.2, continued to build on a decade of 
phenomenal success in the customs area, secured 
contract renewals, and received favourable project 
assessments at various monitoring stages.

A recognised leader in customs business and 
information technology (IT) systems

INTrASoFT has gained the competitive edge in 
the area of customs business and IT systems in 
europe. The Application development and Integra-
tion Services delivery group has collaborated with 
the european Commission to develop and imple-
ment europe’s vision in the customs and taxation 
area. Approximately half of the staff in the Ap-
plication development and Integration Services 
delivery group are involved in customs projects 
and possess significant knowledge of the relevant 
legislation and experience in the implementation of 
the european Commission’s Multi-Annual Strate-
gic Plan (MASP). 

In 2009, part of the SIA (Sword, INTrASoFT Inter-
national, Atos origin) consortium, we continued 
the provision of services concerning the specifi-
cation, development, maintenance and support of 
customs IT systems related to IT projects of the 
directorate-General for Taxation and Customs 
Union (dG TAxUd) of the european Commission. 
A number of new systems were specified and/
or implemented during the period, an example 
being the CoPIS (anti-Counterfeit anti-Piracy In-
formation System) IT system. CoPIS is designed 
to improve cooperation and the sharing of infor-
mation in the area of Intellectual Property rights 
(IPr) protection between IPr owners and Member 
States’ Customs Administrations and amongst all 
the customs offices of Member States.

In 2009, INTrASoFT, as part of the A2i Consor-
tium (Arhs developments, IBM, INTrASoFT 
International), was awarded the FITSdev2 (Fis-
calis Information Technology Systems) framework 
contract by dG TAxUd. The project is a continu-
ation of the eMCS (excise Movement and Control 
System) and FITSdev framework contracts, and 
INTrASoFT is responsible for the support and 
implementation services under the eMCS domain. 
eMCS is a highly visible and most critical project 
for the eU since it involves the sensitive areas of 
the stabilisation of the Member States’ tax rev-
enues, and enables the smooth functioning and 
development of the internal market.

INTrASoFT’s expertise in the customs area has led 
to new projects, such as the development of National 
Customs Administrations. The various teams have 
delivered projects for the majority of the Customs 
Administrations, ranging from the Baltic countries 
to Ireland and from Norway to Cyprus. In 2009,  
INTrASoFT was selected by the Customs Service 
and Tax Administration of Kosovo to provide techni-
cal assistance, support and development services.

Today, due largely to its significant involvement in 
the New Computerized Transit Systems (NCTS), 
the Application development and Integration Ser-
vices delivery group boasts contracts with more 
than 15 countries for NCTS. In 2009, INTrASoFT 
was awarded the NCTS-Moldavia project based on 
dG TAXUd’s NCTS specifications and comprising 
various software components that provide better 
management and control of both Community and 
Common Transit. In addition, a workshop involving 
customs officials from Moldova and Ukraine was 
held under a separate contract.

Beyond europe, the team successfully executes the 
contract awarded by the Association of Southeast 
Asian Nations (ASeAN) for technical and business 
consulting services related to the customs and 
transit systems of member countries, such as Sin-
gapore, Malaysia, the Philippines and Thailand. 
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oTher CoNTrACTS

outside the customs area, in 2009 INTrASoFT was 
awarded the European Qualifications Framework 
Contract (eQF). The eQF is a common european 
reference framework which links countries’ quali-
fication systems together, acting as a translation 
device to make qualifications more understand-
able across the different countries and systems 
in europe. INTrASoFT is responsible for the de-
velopment of a portal that will disseminate eQF 
information to the public. Additionally, the Applica-
tion development and Integration Services delivery 
group was assigned the task of maintaining the PLo-
TeUS (Portal on Learning opportunities throughout 
the european Space) portal. The portal provides in-
formation to students, job seekers, counsellors and 
teachers about studying abroad. INTrASoFT per-
forms system enhancements and integrates new 
national data sources into the portal.

Similarly, in the context of the new Framework 
Contract FP7 (Seventh Framework Programme) of 
the european Commission’s research directorate-
General (dG rTd), INTrASoFT was awarded the 
new tender for development, studies and support 
services to dG rTd. The contract involves intranet 
applications supported by dG rTd’s IT application 
suite which enable dG rTd personnel to manage all 
information surrounding the process.

Successful continuation of the existing contracts 
and contract renewals

In 2009, INTrASoFT completed successfully the 
second year of service provision to OhIM, the Office 

for harmonization in the Internal Market (Trade-
marks and designs), based in Alicante, Spain. 
with a budget totalling eUr 21 million, the 7-year 
project relates to the successful takeover of main-
tenance services for ohIM and for almost all of the 
office’s systems (of which there are more than 70). 
In the same year, the migration of the services from 
Alicante to INTrASoFT’s sites in Athens and Bu-
charest has started and this process is expected to 
be completed within 2010. 

with this contract, INTrASoFT strengthens its 
position in the provision of IT services for the eu-
ropean institutions and agencies. Furthermore, in 
early 2009, INTrASoFT was awarded the new ten-
der for the maintenance and evolution of services 
for SyMMeTry, a system developed in the past for 
the directorate-General for education and Culture 
(dG eAC).

Finally, INTrASoFT received a contract renewal for 
the provision of services to the directorate-General 
for Maritime Affairs and Fisheries (dG MAre). The 
services to be provided include the analysis and 
development of a number of maritime-related ap-
plications. The project is executed in Brussels and 
at the INTrASoFT premises in Bucharest.

In conclusion, the Application development and 
Integration Systems delivery group has success-
fully contributed to the company’s leading standing 
among large pan-european suppliers having the 
capacity to cover a wide range of technical domains, 
profiles and physical locations around Europe.

“ INTrASoFT hAS GAINed The 
CoMPeTITIve edGe IN The AreA 
oF CUSToMS BUSINeSS ANd IT 
SySTeMS IN eUroPe”
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ouTSourCiNG ANd 
MANAGed ServiCeS
outsourcing and Managed Services is one of INTrASoFT 
International’s most successful activity areas. Based on the 
concept that the service desk is the kernel around which 
additional services rotate, the delivery group operates on ITIL 
(Information Technology Infrastructure Library) best practices 
and has accumulated extensive experience in diverse  
IT-support-related areas.
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MULTI-SKILLed TeAM

INTrASoFT’s outsourcing and Managed Ser-
vices delivery group provides the following core 
services:

management consultancy in the area of ITIL-��

based services (e.g. the design of service 
support and service delivery structures);

the implementation of support services;��

IT support, including application support, ��

training, network support, e-mail systems (e.g. 
design, implementation and management), 
as well as PC support and maintenance.

All activities are based on service level agreements 
(SLAs), implemented by a team of 140 professionals 
with many different skill sets. A characteristic 
of this delivery group is its stable activity base 
that grows steadily year by year. In addition to 
existing operations, some of which are highlighted 
below, INTrASoFT’s outsourcing and Managed 
Services team expects some new operations 
to commence in 2010. These will still be in the 
area of service outsourcing and they will include 
enhanced services for the european Commission’s 
directorate-General for Informatics (dG dIGIT)  
and for the european Parliament.

Core ServICeS

Management consultancy: INTrASoFT provides 
advice and designs and implements ITIL-based 
support services for more than 30 000 users 
worldwide.

IT support: In the area of application support,  
INTrASoFT assists users with regard to technical 
and business questions. within its training capacity, 
the company has, during the last few years, trained 
more than 4 000 personnel in the usage of different 
business critical applications, achieving high satis-
faction rates from the trainees: more than 85 % of 
the participants rate INTrASoFT’s service as very 
good or excellent.

Through its outsourcing and Managed Services 
delivery group, the company also provides service 
team management support, such as system admin-
istration, technical support for specific products, 
and local or central IT logistic services.

Network support: INTrASoFT currently manages 
the IT infrastructure for more than 40 000 users in 
different european countries. In addition to under-
taking troubleshooting operations on a daily basis, 
INTrASoFT carries out all installations and main-
tains network cables and active network equipment. 
These activities are based on strict SLAs, thereby 
assuring preventative measures.

Furthermore, clients are offered a fully operational 
service (7 days a week, 365 days a year), with re-
sponse times of less than 1 hour for interventions. 
In addition, disaster recovery and contingency 
plans are administered by experienced teams 
(including cabling technicians and data and tele-
phony engineers).

INdICATIve ProjeCTS

Network Infrastructure Services for DG DIGIT 

The objective of this operation is to support data 
and telephony in cooperation with other europe-
an Commission bodies. Some 40 members of the 
outsourcing and Managed Services team work on 
this project, which is a large and complex imple-
mentation of logistics (stock management), field 
operations, planning and management. Around 300 
actions must be executed daily by 30 technicians, 
who are also responsible for updating project data-
bases (e.g. cabling, devices and stock). Additionally, 
a service desk is available 24 hours a day, 7 days 
a week to receive calls, plan actions, support field 
technicians, and answer critical calls outside nor-
mal working hours.
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IT Support Services for DG DIGIT

The objective of this operation is to provide IT sup-
port to the european Commission’s end users 
(approximately 30 000). The support is categorised 
by different services, such as:

local service desk — acting as the single ��

point of contact for end users and resolv-
ing as many calls as possible remotely;

desk site support — giving physical sup-��

port to end users when the intervention 
of the local service desk is not enough;

local logistic support — in charge of instal-��

lations and moves as well as changes to and 
the retirement of end-user IT equipment;

application and extended application sup-��

port — two different levels of supporting 
business specific applications: (1) first-line 
support, and (2) providing business logic 
support, such as how to use an application;

workstation and system administration — ��

making sure that both workstations and 
local servers are kept up to date in regard 
to the operating system, system software, 
anti-virus software, and so forth.

IT Applications Support and Training for the eu-
ropean Commission’s directorate-General for 
research (dG rTd)

The delivery group also provides IT support and 
training relating to the eU’s FP7 for dG rTd. This 
operation consists of two activities:

training on the use of business-specific ��

applications regarding the financing of re-
search projects across the globe under FP7;

extended application support, supporting ��

end users in the usage of applications and 
reporting eventual issues to the developers.

Electronic Proposal Submission System (EPSS) 
for DG RTD

This operation entails managing the mission-critical 
infrastructure and applications through which 
entities across the world (e.g. universities and large 
industrial corporations) can submit proposals to 
receive funding for their research projects. It also 
supports proposal submitters in the usage of the 
systems, offering assistance during the proposal 
preparation and submission phases, for instance.

Application Support for the Office for Official 
Publications of the European Communities 

This operation gives end users support in the use 
of a series of applications employed to communi-
cate messages and information from the european 
Commission to stakeholders around the world. 
For example, one of the applications supported by 
this operation includes the calls for tenders pub-
lished under the european Union’s Framework 
Programmes.

IT Support for the European Parliament

This operation involves providing IT support to the 
users of the european Parliament. It consists of the 
following main tasks:

overall management of the support;��

support to vIPs;��

support to all end users;��

logistics planning and operations.��

“ A ChArACTerISTIC oF ThIS deLIvery 
GroUP IS ITS STABLe ACTIvITy BASe 
ThAT GrowS STeAdILy yeAr By yeAr”
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iNForMATioN ANd 
CoMMuNiCATioN 
ServiCeS
INTrASoFT International’s Information and Communication 
Services delivery group works with the european 
Commission and its institutions to produce information 
campaigns on diverse issues that affect the lives of every 
european citizen: election monitoring, health, consumer 
affairs and research. A team of dedicated communication 
professionals ensures that INTrASoFT’s clients secure key 
policy objectives by achieving broad, effective communication 
combined with great value for money.

BroAd ServICe rANGe

The team is a centre of excellence for marketing and communication for public enterprises. 
Some 90 staff, in cooperation with a network of 40 freelancers and 10 partner companies, pro-
vide a wide range of communication services.
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Interactive services��  use the latest online 
tools to allow clients to better meet the needs 
of all europeans, particularly those who 
interact directly with the european Com-
mission for information, help and advice.

Creative services��  deliver high-quality mul-
timedia and print material. Services are 
delivered by experienced communication 
product managers in cooperation with writers, 
graphic designers and multimedia experts.

News services��  (daily, weekly and month-
ly) enable clients to continually inform 
and support their stakeholders.

Translation services��  ensure that 
messages can be communicated in 
all 23 official languages of the EU, 
as well as Arabic and Chinese.

SME (small and medium-sized enterprise) ��

support services enhance eU policy initia-
tives relating to competitiveness by providing 
assistance to SMes in the areas of technol-
ogy transfer and new enterprise creation.

Communication strategy and planning��  
ensures the right mix of communication 
approaches to achieve client objectives.

CoMMUNICATIoN 
hIGhLIGhTS IN 2009
For INTrASoFT’s Information and Communi-
cation Services team, 2009 was marked by the 
consolidation of existing services; improvements 
in productivity; and sales to new markets. In Jan-
uary 2009, all information and communication 

services were certified as compliant with ISO 9001 
and aligned with the corporate QMS (quality man-
agement system). year-on-year earnings for the 
delivery group grew by 11.5% on flat revenues, re-
flecting improved productivity. The delivery group 
continued to break new ground across each of its 
main service offerings. examples of some of the 
projects undertaken in 2009 are provided below.

INTerACTIve

In 2009 we demonstrated our expertise and lead-
ership in all aspects of the operation of european 
institution websites with the award of two con-
tracts related to the support of the CordIS website. 
CordIS is the research portal of the european in-
stitutions. The Information and Communications 
delivery group has been running CordIS on behalf 
of the european institutions since 1998.

The CORdIS Unit at the Publications Office has con-
tracted INTrASoFT’s expertise in interactive, creative 
and hosting services. Specific responsibilities include 
editorial services (e.g. content production, transla-
tions and proofreading), graphic design, development, 
the redesign and maintenance of its various websites, 
tools and services management (e.g. search function-
alities and interactive tools), database management 
and print and communication support, as well as the 
provision of the hardware, software, networking, and 
applications which ensure the site is fully accessible 
for all service stakeholders.

CreATIve

The International organization for Migration (IoM) is 
the european Commission service provider for elec-
tion monitoring. election observation and monitoring 

“ For INTrASoFT’S INForMATIoN ANd 
CoMMUNICATIoN ServICeS TeAM, 2009 wAS 
MArKed By The CoNSoLIdATIoN oF exISTING 
SERvICES; IMPROvEMENTS IN PROdUCTIvITy;  
ANd SALeS To New MArKeTS”
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is a vital eU activity that forms part of its efforts to 
promote democracy, human rights and the rule of 
law worldwide. It helps to strengthen democratic 
institutions and builds public confidence in elec-
toral processes. A team from the delivery group 
has worked with the IoM and the european Com-
mission to promote and communicate the eU’s role 
in election monitoring. The promotion tools include 
a multi-media website, http://www.eueom.eu, de-
scribing monitoring policy and missions, and printed 
promotional publications. The tools were unveiled 
at a major development conference in Stockholm in 
october 2009.

In 2009, communication materials (such as annual 
reports, brochures, flyers and specialised books) 
were also provided to several departments of the 
european Commission’s directorate-General for 
research, including the Science, economy and so-
ciety, health, and Transport directorates.

NewS

More effective, better targeted and more relevant 
communication is highlighted as a key objective for 
the european Commission to engage citizens in the 
european project. The content management spe-
cialists at the eUroPA online media centre manage 
the timely publication and dispatch of press releas-
es, the writing and publishing of news articles and 
the promotion of events on behalf of the european 
Commissioners in all policy areas. As the service 
provider of eUroPA since 2008, INTrASoFT’s 
journalists contribute almost 150 news stories to 
these services annually.

TrANSLATIoN

In january 2009, INTrASoFT’s list of Qual-
ity Management Standards expanded to cover the 
requirements of eN 15038:2006 for translation 
services. Compliance with this standard marks a 
maturing of the service. The turnover from transla-
tion services increased by 80%.The team continued 
to gain work from the european institutions and 
started to work with clients in Belgium, France, and 
the Netherlands including the Belgian government, 
deutsche Bank and Altor.

SMe SUPPorT

A beneficial result of the establishment of the 
‘us-eu-match’ service, which provides links for 
American companies to transfer technology via the 
enterprise europe Network (eeN), is that in 2009 a 
number of other countries worked with the delivery 
group to establish links with the eeN network. The 
team worked closely with Korea, China, Tunisia and 
Morocco to access the eeN network and support 
the efforts of those countries to develop technology 
transfer networks.

CoMMUNICATIoN STrATeGy 
ANd PLANNING
Another of the Information and Communication Ser-
vices delivery group’s key contracts, Publiresearch, 
has raised awareness of the eU’s research policy as 
well as key projects funded under FP7. INTrASoFT 
has used multiple communication channels includ-
ing newsletters, posters, brochures and websites 
in the course of this contract. A major success was 
the production of a daily newspaper at the research 
Connections 2009 conference in Prague. The news-
paper featured interviews with keynote speakers 
and reports on various conference sessions and the 
technology developments and innovations presented 
at the event. 

2010 ANd BeyoNd

during 2010, INTrASoFT’s Information and Com-
munication Services delivery group will continue 
to deliver expert communication services to meet 
its clients’ needs. As competition intensifies in our 
marketplace, we will concentrate on customising 
the services we offer to better meet the needs of 
the customer and set us apart from our competi-
tors. A full review of the business will be completed 
to identify the next areas in which we should de-
velop communication expertise. In collaboration 
with INTrASoFT’s Sales and Marketing depart-
ment, the delivery group expects to raise business 
development to extend its range of clients in the 
eU institutions, and to look at new prospects with 
potential clients at international level, such as the 
world Bank and the United Nations.

For more information and samples of our work please visit: www.intrasoft-intl.com/infocom

http://www.eueom.eu
www.intrasoft-intl.com/infocom
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proFeSSioNAl 
ServiCeS
The mission of INTrASoFT International’s Professional 
Services delivery group is to place highly skilled IT 
consultants with clients on site to develop software 
applications, implement new and upgraded software, provide 
application support, manage projects, and perform a full 
range of infrastructure-related tasks. The team’s objective is 
to deliver the best available specialist skills and solutions that 
are tailored to each individual client’s needs. The team works 
intensively with a diverse portfolio of clients before each 
assignment and during execution to ensure best  
fit-to-purpose and ongoing customer satisfaction.
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TeChNoLoGy SPeCIALISTS

INTrASoFT’s Professional Services delivery group 
provides clients with consultants who specialise 
in software application development, systems and 
application administration, application testing, and 
application implementation and maintenance. Im-
portantly, the consultants maintain a high level of 
communication and service delivery with each cus-
tomer ensuring that their needs are being both met 
and anticipated.

Technology implementation under Professional 
Services comprises a wide range of activities, 
namely:

project management;��

developing and testing software applications;��

setting up ‘solution architectures’;��

performing routine quality assurance;��

implementing software applications;��

providing IT maintenance and support.��

The company’s consultants include specialists in 
project management, business IT infrastructure 
and software development. Their expertise has 
proven invaluable to customers seeking to improve 
their work procedures and systems, and who re-
quire business IT consulting and work-process 
design services. The consultants regularly adapt 
and create technologies that enable better business 

performance. They offer certified expertise span-
ning the entire ‘infrastructure’ area as well as the 
full application development life cycle. They in-
clude specialists in ITIL (Information Technology 
Infrastructure Library) procedures, which help 
IT organisations to manage their infrastructures 
by defining the skills and management resources 
they need.

The Professional Services delivery group also  
offers expertise in:

information system (IS) end-user support;��

IT infrastructure;��

training;��

software development;��

programme analysis;��

business analysis;��

user-interface design;��

test management;��

quality assurance;��

senior level information architecture;��

project management;��

PC and server system software.��

“ The CoMPANy’S CoNSULTANTS INCLUde 
SPeCIALISTS IN ProjeCT MANAGeMeNT, 
BUSINeSS IT INFrASTrUCTUre ANd 
SoFTwAre deveLoPMeNT. TheIr exPerTISe 
hAS ProveN INvALUABLe To CUSToMerS 
SeeKING To IMProve TheIr worK 
ProCedUreS ANd SySTeMS”



ProFeSSIoNAL ServICeS 33

ServICING MAjor 
eUroPeAN INSTITUTIoNS

The delivery group covered six major contracts in 
2009 providing support and development services 
for the european Commission, the european Par-
liament, the european Medicines Agency (eMA) and 
other institutions of pan-european relevance. 

Part of the eU, the eMA is headquartered in London 
and is responsible for protecting and promoting 
public and animal health by evaluating and su-
pervising medicines. Services provided under the 
framework contract between INTrASoFT and the 
eMA relate to the development and maintenance of 
the eMA’s ‘mission-critical’ information systems. 
one of these systems is the agency’s pharmacovigi-
lance network, which allows it to monitor the safety 
of medicines.

INTrASoFT’s Professional Services team also 
worked on dIMoS Lot 1, a contract with the europe-
an Commission’s directorate-General for justice, 
Freedom and Security (jLS). The delivery group 
provided onsite SAP experts to work on the cre-
ation, integration and maintenance of jLS’s ‘Budget 
and Control’ policy unit’s IT systems (which are 
SAP based), focusing on the management of spon-
sorships received from public organisations.

Many directorates-General (dGs) of the european 
Commission have other systems in addition to SAP 
for which INTrASoFT provided services in 2009 
under the dIMOS Lot 2 contract. Specifically, the 
delivery group provided onsite IT experts to develop 
applications for various dGs’ financial projects. For 
example, INTrASoFT worked on the new Accrual-
Based Accounting (ABAC) system, which helped to 
bring the european Commission in line with Interna-
tional Public Sector Accounting Standards (IPSAS).

IT infrastructure support services (ITSS) are among 
the biggest and most visible IT contracts of the 
european Commission. Under the ITSS contracts, 
INTrASoFT provided IT experts to several dGs 
to support users’ workstations and departmental 
servers. In particular, the Professional Services 
delivery group provided central help desk 
services, first- and second-level IT user support, 
and full logistics support. The services delivered 
also involved incident management, problem 
management, change management, release 
management and IT logistics support.

Under ITSS Lot 1, onsite services were provided 
for infrastructure and software-support exper-
tise to the european Commission’s decentralised 
data centres, as along with implementation sup-
port for its centres in Belgium and Luxembourg. 
The ITSS Lot 2 contract is related to the european 
Commission’s data Centre, based in Luxembourg. 
INTrASoFT provided a large number of specialists 
in infrastructure and software support within the 
data Centre.

INTrASoFT also helped the european Com-
mission’s Informatics dG (dG dIGIT) with the 
development, studies and support of information 
systems (deSIS). Under the deSIS Lot 4 contract, 
the Professional Services team provided end-user 
and application-support specialists within this dG’s 
sites in Belgium and Luxembourg.

The european Commission’s research dG (dG 
RTd) provided financial support for countless re-
search projects under FP7; management of this 
funding is ongoing and requires a high level of sup-
port. INTrASoFT continued to support dG rTd’s IT 
systems as part of this effort in 2009.

INTrASoFT’s Professional Services delivery group 
anticipates the continuation of its existing contracts 
as well as the commencement of new projects for 
the year 2010. The group will maintain its positive 
relationships with existing clients and continue to 
monitor the market for new opportunities. In view 
of the ever-increasing need for IT support within 
the expanding european institutions, and in light of 
the high quality and efficiency of INTRASOFT’s IT 
experts, the outlook for 2010 is promising.
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SAp SoluTioNS
In 2000, INTrASoFT International invested in the 
establishment of an SAP (Systems Applications and Products) 
Solutions delivery group. The aim then was to provide high-
quality SAP services through a team of certified professionals 
with extensive experience in application and business 
consulting and in the management of complex information 
technology projects. 
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during its nine years of subsequent operation, the 
SAP Solutions delivery group has successfully de-
livered numerous projects of varying complexity and 
duration for large and medium-sized private sector 
companies and organisations, operating in different 
market sectors right across europe. The delivery 
group also holds a strong position in the provision 
of integrated solutions for the public sector. 

Today, the SAP Solutions delivery group employs 
over 50 experts and provides services and SAP so-
lutions to more than 70 enterprises. Its clientele 
consists of Greek SMes and large companies, as 
well as major multinational organisations active in 
a wide range of market segments. 

INTrASoFT GAINS 
doMINANT PoSITIoN IN 
The GreeK SAP MArKeT

In 2009, within the framework of its strategy 
for dynamic expansion in the SAP market, 
INTrASoFT International acquired the respective 
clientele of LAvISoFT S.A., thus becoming one of 
the most powerful and dynamic partners in the 
Greek SAP market. 

reSPoNdING To The 
BUSINeSS NeedS oF The  
SMe MArKeT

As an SAP Gold Channel Partner for Small and Me-
dium Sized Businesses, INTrASoFT International 
offers turnkey solutions, comprising the necessary 
hardware equipment, SAP Licenses, our preconfig-
ured SAP solutions, as well as services for solution 
installation and customisation to customer needs.

The company’s SAP expertise, coupled with its effi-
cient small and mid-sized business implementation 
approach, ensures fast and cost-effective projects, 
customer satisfaction, and guaranteed, premium-
quality results.

PreCoNFIGUred 
SoLUTIoNS

INTRASOFT’s preconfigured solutions are based 
on SAP Best Business Practices, which have been 
incorporated into SAP solutions during the last 37 
years of their worldwide implementation, as well 
as on the company’s own experience of SAP imple-
mentations in the Greek and international business 
environment. These preconfigured solutions are 
designed to cover specialised business require-
ments for vertical markets such as:

wholesale/retail (e.g. sanitary ware, digital ��

equipment, hi-tech & electronics, etc.);

healthcare;��

universities;��

construction;��

professional services.��

The solutions provide complete functionality for 
all relevant business processes in the areas of 
sales management, purchasing management, 
inventory management, project management, 
production planning, customer service and 
financial management. 
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oFFerING BeyoNd erP

Furthermore, INTrASoFT International provides 
high-quality implementation services for a wide 
range of SAP solutions, such as:

SAP Business Objects business intelligence;��

SAP Customer Relationship Management;��

SAP Netweaver Portal. ��

AChIeveMeNTS IN 2009

The following represents a summary of the SAP 
Solutions delivery group’s successes in 2009.

The successful completion of an SAP project ��

for IoN S.A., the leading Greek chocolate 
manufacturer, as well as for the trading 
company ‘I. Kotsiopouloi Bros S.A.’.

heLLeNIC FUeLS, a subsidiary of the larg-��

est Greek petroleum group heLLeNIC 
PeTroLeUM S.A., awarded SAP hellas and 
INTrASoFT International as a subcontrac-
tor, an SAP roll-out project. The project is 
expected to go live in early january 2010.

The successful completion of SAP CrM ��

implementation and integration with 
other SAP solutions such as Advanced 
Planner & Optimizer (APO), Business 
warehouse (Bw) and Customer relation-
ship Management Interaction Center (CrM 
IC) web Client, for MIeLe heLLAS. 

The successful completion of an SAP ��

Business All-in-one for Professional Ser-
vices implementation for eUroPeAN 
ProFILeS S.A., one of Greece’s leading 
management consultancy companies.

eveNTS ANd vISIBILITy

INTrASoFT International was the proud spon-
sor of the annual Greek SAP Forum, which took 
place on 5 May 2009, with an audience of over 500 
participants.

Furthermore, the company sponsored an SAP Info-
day for the healthcare industry that took place on 19 
November 2009 and was organised by SAP hellas. 

“ The CoMPANy’S SAP exPerTISe, CoUPLed 
wITh ITS eFFICIeNT SMALL ANd MId-SIzed 
BUSINeSS IMPLeMeNTATIoN APProACh, 
eNSUreS FAST ANd CoST-eFFeCTIve 
ProjeCTS, CUSToMer SATISFACTIoN, ANd 
GUArANTeed, PreMIUM-QUALITy reSULTS.”
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reSeArCH ANd 
iNNovATioN
INTrASoFT International recognises that innovation is one of 
the critical factors behind a company’s growth since it drives 
the transformation of knowledge and ideas into marketable 
services and products. 

Through its research and Innovation delivery group, INTrASoFT contributes to the production 
of new knowledge and ideas at European level by participating in R&d projects, most of which 
are co-funded by the european Commission’s research and other Framework Programmes. 
over the years, the group has worked in a range of research topics and domains such as service 
and software engineering, e-government, e-business, security, knowledge and content man-
agement and other innovation-generating areas. Market validation studies for R&d projects’ 
results are also selectively conducted.

Furthermore, the research and Innovation delivery group capitalises on its extensive and 
‘hands-on’ experience in the conception and implementation of R&d projects, as well as its well-
established network of policy experts, to provide research and innovation policy support services 
and undertake research and innovation policy evaluation and impact assessment studies.
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R&d hIGhLIGhTS IN 2009
In 2009, INTrASoFT continued its focused approach 
to undertaking and completing R&d projects.

New R&d projects in 2009:

An INTrASoFT-led international consortium 
started a new security research project called 
STAr-TrANS in November 2009. In cooperation 
with London’s Metropolitan Police and the Center 
for Security Studies of the Greek Ministry of Inte-
rior, the project aims to develop an information and 
communication technology (ICT) environment to 
support strategic risk assessment and contingency 
planning in interconnected transport networks in 
the case of incidents such as fire, flood, terrorist 
attacks, and so forth. The project will run for three 
years and it will benefit from the expertise of many 
highly regarded organisations, including QinetiQ 
SA, the Fraunhofer Institute for Transportation and 
Infrastructure Systems, and the environmental 
research Laboratory of the National Centre for 
Scientific Research ‘demokritos’.

INTrASoFT is also the main technological part-
ner in a new research project (oSr2L) in the area 
of e-learning that started in june 2009. The project 
partners include prestigious european science mu-
seums such as the deutches Museum, heUreKA, 
the evgenides Foundation, the National Museum 
of Science and Technology Leonardo da vinci, the 
Cité des Sciences et de l’Industrie, the Palace of 
Miracles, and Ciência viva. The goal of the initiative 
is to create a shared digital repository for formal 
and informal science education that will substan-
tially enhance access to and the delivery of digital 
science education content. The project will run for 
three years and will capitalise on INTrASoFT’s ex-
pertise in the area of e-learning.

Ongoing R&d projects in 2009 include:

the development of technology that will allow ��

european news agencies to conveniently an-
notate multimedia content including images, 
videos, and so forth, in order to facilitate their 
intelligent storage and retrieval (CASAM);

the development of a risk assessment ��

platform that uses data-mining tech-
niques to assess the risks involved in 
customs procedures (e.g. import, export 
and transit) during the daily operation of the 
European customs offices (RAC-weB).

R&d projects successfully completed in 2009 
include:

an eCLIPSe-based knowledge sharing ��

environment to support geographically 
distributed software development com-
munities with regard to error handling 
and component reuse (TEAM);

the implementation of innovative consumer ��

services, such as dynamic product pricing 
and promotion management, enabled by 
the intelligent integration of supply chain 
processes and based on unique product 
identification and radio frequency iden-
tification (RFId) technology (SMART);

In 2009, INTrASoFT’s research and Innovation de-
livery group completed market validation studies on 
innovative services in the area of e-government and 
e-learning. Innovative services studied include:

eMArKS, which allows intellectual property ��

rights (IPr) professionals, lawyers, SMes, 
and public services such as customs and the 
police that combat counterfeiting crime to 
conduct image-based searches and, hence, 
to optimise the identification of trademarks 
or industrial designs of interest registered 
with EU Intellectual Property Offices. 

exPLoAr, which offers unique learn-��

ing opportunities to the science museum 
and the science centre visitor by employ-
ing augmented reality (Ar) technology to 
update, innovate and develop new exhibits, 
exhibitions and educational material.
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PoLICy SUPPorT ServICeS 
ANd STUdIeS hIGhLIGhTS 
IN 2009
The research and Innovation delivery group con-
tinued to successfully provide the INNo-Policy 
TrendChart service, one of the most important 
innovation policy support tools that monitors and 
appraises innovation policy developments in europe. 
The project (supervised by dG eNTr, the european 
Commission’s directorate-General for enterprise 
and Industry) drew on the expertise of 39 innovation 
policy experts from across europe and beyond to 
compile the Annual european Innovation Progress 
report for 2009. 

INTrASoFT also participated in PoLICy MIx proj-
ect, which was set up to help policymakers build 
more efficient policy mixes with a view to increasing 
R&d investments in their country. The underlying 
idea of the project is that impacts on R&d should be 
viewed as the result of a combination of interacting 
policies, rather than the product of policies acting 
in isolation. INTrASoFT’s role in the project was 
to develop a sophisticated web-based tool that en-
ables policymakers in eU Member States to easily 
determine the optimal policy mixes for making R&d 
investments more effective. The project ended suc-
cessfully in june 2009.

In the area of evaluation and impact assessment 
studies, the delivery group continued in 2009 to 
deliver high-quality studies concerning the de-
sign, implementation, monitoring and evaluation 
of research and innovation policies and strate-
gies at both european and international level. The 
INTrASoFT-led ‘erA Scale and Scope’ impact 
assessment study is ongoing and intends to as-
sess whether economies of scale exist at research 
project level, putting emphasis on collaborative 
research projects of the type supported by the  
european Commission’s Framework Programmes.

oUTLooK For 2010
The research and Innovation delivery group’s out-
look for the R&d activity in 2010 is very promising. 
Its prime concern is to lead existing projects into 
successful completion and ensure the sustainabil-
ity of the results.

The team also expects to continue its involvement in 
developing innovative technology that accelerates 
the adoption of e-government in the eU by lead-
ing a new project which is currently under contract 
negotiations. The project will capitalise on web 2.0 
mass collaboration applications as the emerging 
platform for the innovative creation, sharing and 
tracking of citizens’ needs and preferences for the 
design and delivery of public services in a disci-
plined way. Calls for proposals under the eU’s FP7 
will also be carefully monitored to identify areas of 
interest for new research opportunities.

Similarly, policy support activities are expected to 
be expanded in 2010, and the team is looking for-
ward to carrying out interesting studies for the 
european Commission’s directorate-General for 
Information Society and Media (dG INFSo) under 
an already-awarded framework contract. In addi-
tion, the delivery group will continue to monitor the 
announcements of calls for tenders and prepare 
proposals that match its interests and capacity in 
the area of research and innovation evaluation and 
impact assessment studies.

“ The reSeArCh ANd INNovATIoN  
dELIvERy GROUP’S OUTLOOk FOR ThE R&d 
ACTIvITy IN 2010 IS very ProMISING”



FiNANCiAl overview





42 FINANCIAL overvIew

iNdepeNdeNT 
AudiTor’S reporT
To The ShArehoLderS  
oF INTrASoFT INTerNATIoNAL S.A
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rePorT oN The 
CoNSoLIdATed FINANCIAL 
STATeMeNTS

we have audited the accompanying consolidated fi-
nancial statements of INTRASOFT INTERNATIONAL 
S.A. Company and its subsidiaries, which comprise 
the consolidated balance sheet as at 31 decem-
ber 2009, and the consolidated income statement, 
statement of changes in equity and cash flow state-
ment for the year then ended, and a summary of 
significant accounting policies and other explana-
tory information.

Management’s Responsibility for the  
Consolidated Financial Statements 

Management is responsible for the preparation and 
fair presentation of these consolidated financial 
statements in accordance with International Finan-
cial reporting Standards (IFrS), as adopted by the 
european Union, and for such internal control as 
management determines necessary to enable the 
preparation of consolidated financial statements 
that are free from material misstatement, whether 
due to fraud or error.

Auditor’s Responsibility

our responsibility is to express an opinion on these 
consolidated financial statements based on our 
audit. we conducted our audit in accordance with 
International Standards on Auditing (ISA). Those 
standards require that we comply with ethical re-
quirements and plan and perform the audit to 
obtain reasonable assurance about whether the 
consolidated financial statements are free from 
material misstatement.

An audit involves performing procedures to obtain 
audit evidence about the amounts and disclosures 
in the consolidated financial statements. The pro-
cedures selected depend on the auditor’s judgment 
including the assessment of the risks of material 
misstatement of the consolidated financial state-
ments, whether due to fraud or error. In making 
those risk assessments, the auditor considers in-
ternal control relevant to the entity’s preparation 
and fair presentation of the consolidated financial 
statements in order to design audit procedures 
that are appropriate in the circumstances, but not 

for the purpose of expressing an opinion on the ef-
fectiveness of the entity’s internal control. An audit 
also includes evaluating the appropriateness of ac-
counting policies used and the reasonableness of 
accounting estimates made by management, as 
well as evaluating the overall presentation of the 
consolidated financial statements.

we believe that the audit evidence we have obtained 
is sufficient and appropriate to provide a basis for 
our audit opinion.

Opinion

In our opinion, the accompanying consolidated 
financial statements present fairly, in all mate-
rial respects, the financial position of the Company 
and its subsidiaries as at 31 december 2009, and 
their financial performance and cash flows for the 
year then ended in accordance with International 
Financial reporting Standards, as adopted by the 
european Union.

Other matter

This report, including the opinion, has been pre-
pared for and only for the use of the Company’s 
members as a body and should not be used for any 
other purposes. we do not, in giving this opinion, 
accept or assume responsibility for any other pur-
poses or to any other person to whose knowledge 
this report may come to.

Athens , 26 March 2010

Mrs ANASTASIA PAVLATOU 
Certified Public Accountant Auditor
Institute of CPA (SoeL) reg. No 14441

Associated Certified Public Accountants s.a.
member of Crowe horwath International
3, Fok. Negri Street – 112 57 Athens, Greece
Institute of CPA (SoeL) reg. No. 125
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AMoUNTS IN eUro 01/01-31/12/2009 01/01-31/12/2008

Continuing operations:

Sales 82,770,448.99 71,639,667.50

Cost of sales (70,838,368.73) (60,164,974.48)

Gross profit 11,932,080.26 11,474,693.02

Selling and marketing costs (2,943,453.00) (2,248,653.22)

Administrative expenses (3,789,084.73) (4,592,494.25)

other income 477,905.48 280,460.14

other gains / (losses) - net 11,361.19 30,414.02

Operating profit 5,688,809.20 4,944,419.71

Finance income 40,383.04 78,551.67

Finance cost (713,931.36) (824,544.13)

Finance costs - net (673,548.32) (745,992.46)

Profit before income tax 5,015,260.88 4,198,427.25

Income tax expense (1,586,407.61) (1,697,294.75)

Profit after tax for the period 
from continuing operations 3,428,853.27 2,501,132.50

Discontinued operations:

Profit/ (loss) after tax for the period 
from discontinued operations

82,842.36 (9,478.63)

Profit/ (loss) after tax for the year (from 
continuing and discontinued operations) 3,511,695.63 2,491,653.87

Profit/ (loss) after tax attributable to:

equity holders of the Company 3,511,695.63 2,491,653.87

Minority interest 3,511,695.63 2,491,653.87

Other comprehensive income:

Available-for-sale financial assets - Fair value gains (921,185.14) 0.00

Currency translation differences 0.00 14,632.00

Other comprehensive income, net of tax: (921,185.14) 14,632.00

Total other comprehensive 
income for the period 2,590,510.49 2,506,285.87

Total other comprehensive income attributable to:

Equity holders of the Company 2,590,510.49 2,506,285.87

2,590,510.49 2,506,285.87

STATeMeNT oF CoMPreheNSIve INCoMe
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BALANCe SheeT

AMoUNTS IN eUro 31/12/2009 31/12/2008

ASSETS

Non-current assets

Property, plant and equipment 1,175,751.21 950,893.70 

other intangible assets 1,786,950.80 206,085.04 

Available for sale financial assets 1,230,961.70 0.00 

deferred income tax assets 299,787.35 292,629.48 

Trade and other receivables 1,265,558.52 809,261.45 

5,759,009.58 2,258,869.67 

Current assets

Trade and other receivables 39,682,256.63 40,798,142.48 

Current income tax receivables 1,273,688.72 471,843.00 

Cash and cash equivalents 7,766,836.11 5,505,101.05 

48,722,781.46 46,775,086.53 

Non-current assets classified as held for sale 57,697.57 73,927.82 

Total assets 54,539,488.61 49,107,884.02 

EQUITY

Capital and reserves attributable to the Company’s equity holders

Share capital 2,304,150.00 155,000.00 

Fair value reserves (921,185.14) 13,628.01 

other reserves 1,418,838.40 1,009,851.68 

retained earnings 12,326,879.77 11,533,911.67 

15,128,683.03 12,712,391.36 

Total equity 15,128,683.03 12,712,391.36 
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AMoUNTS IN eUro 31/12/2009 31/12/2008

LIABILITIES

Non-current liabilities

Borrowings 143,601.70 265,984.41 

Retirement benefit obligations 838,330.00 587,745.00 

Long-term provisions for other liabilities and charges 2,562,713.48 1,599,200.72 

3,544,645.18 2,452,930.13 

Current Liabilities

Trade and other payables 17,952,986.33 17,144,894.98 

Current income tax liabilities 2,435,925.70 975,237.98 

Borrowings 13,121,829.64 13,411,894.42 

Short-term provisions for other liabilities and charges 2,355,096.51 2,311,140.32 

35,865,838.18 33,843,167.70 

Liabilities directly associated with non-current 
assets classified as held for sale

322.22 99,394.83 

Total liabilities 39,410,805.58 36,395,492.66 

Total equity and liabilities 54,539,488.61 49,107,884.02 

BALANCe SheeT
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Attributable to equity holders of the Company

AMoUNTS IN 
eUro

ShAre 
CAPITAL

FAIr vALUe 
reServeS

oTher 
reServeS

reTAINed 
eArNINGS ToTAL eQUITy

Balance at 1 
January 2008 155,000.00 (1,003.99) 655,612.76 9,366,610.04 10,176,218.81

Currency translation 
differences

- 14,632.00 - 0.00 14,632.00

other comprehensive 
income

0.00 14,632.00 0.00 0.00 14,632.00

Net profit / (loss) 2,491,653.87 2,491,653.87

Total recognised 
income / (expense) 
for the year 0.00 14,632.00 0.00 2,491,653.87 2,506,285.87

Transfer from 
other reserves to 
retained earnings

- - 174,352.24 (174,352.24) 0.00

other movements 
in other reserves

- - 179,886.68 0.00 179,886.68

dividend - - - (150,000.00) (150,000.00)

0.00 0.00 354,238.92 (324,352.24) 29,886.68

Balance at 31 
December 2008 155,000.00 13,628.01 1,009,851.68 11,533,911.67 12,712,391.36

Balance at 1 
January 2009 155,000.00 13,628.01 1,009,851.68 11,533,911.67 12,712,391.36

Available-for-sale 
financial assets - 
Fair value gains 

- (921,185.14) - - (921,185.14)

Currency translation 
differences

- (13,628.01) - 13,628.01 0.00

other comprehensive 
income

0.00 (934,813.15) 0.00 13,628.01 (921,185.14)

Net profit / (loss) 3,511,695.63 3,511,695.63

Total recognised 
income / (expense) 
for the year 0.00 (934,813.15) 0.00 3,525,323.64 2,590,510.49

Issue of share capital 2,149,150.00 - - - 2,149,150.00

other movements 
in other reserves

- - 408,986.72 (229,100.00) 179,886.72

dividend - - - (2,700,000.00) (2,700,000.00)

Other - - - 196,744.46 196,744.46

2,149,150.00 0.00 408,986.72 (2,732,355.54) (174,218.82)

Balance at 31 
December 2009 2,304,150.00 (921,185.14) 1,418,838.40 12,326,879.77 15,128,683.03

STATeMeNT oF ChANGeS IN eQUITy
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NoTE 34

Cash generated from operations

AMoUNTS IN eUro 01/01-31/12/2009 01/01-31/12/2008

Profit for the Period 3,511,695.63 2,491,653.87

Adjustments for:

Tax 1,586,407.61 1,697,294.75

depreciation of property, plant & equipment 546,052.84 512,259.74

Amortisation of intangible assets 508,619.25 147,626.74

(Profit)/loss on disposal of property, 
plant & equipment 

11,005.81 (13,346.69)

Interest income (40,383.04) (78,551.67)

Interest expense 713,931.36 824,544.13

other (specify) exchange differences assets 0.00 (5,300.00)

other (specify) other reserves 376,631.18 179,886.68

other (specify) Service cost management scheme 586,805.82 440,996.45

other (specify) vacation Bonus 1,182,957.98 908,469.59

other (specify) Untaken Leave 16,888.83 1,349.33

other (specify) Christmas Bonus Provision 647,716.31 0.00

Increase / (decrease) in pension & other benefits 250,585.00 131,110.26

Increase / (decrease) in bonus 1,487,034.28 1,034,400.00

Increase / (decrease) in Fiscal liability 376,706.94 329,374.77

other (specify) exchange differences 0.00 14,632.00

11,762,655.80 8,616,399.95

Changes in working capital

(Increase) / decrease in trade and other receivables 1,115,885.85 (6,136,611.26)

Increase / (decrease) in payables (1,881,001.93) (2,539,474.99)

Increase / (decrease) in provisions (3,290,641.21) (1,672,428.42)

other (specify)-difference in 17 
Note -disc. operations

(82,842.36) 9,478.63

(4,138,599.65) (10,339,036.04)

Net cash generated from / (used 
in) operating activities 7,624,056.15 (1,722,636.09)

NoTeS To The FINANCIAL STATeMeNTS
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AMoUNTS IN eUro 01/01-31/12/2009 01/01-31/12/2008

Cash flows from operating activities

Cash generated from operations 7,624,056.15 (1,722,636.09)

Interest paid (687,926.02) (824,544.13)

Income tax paid (934,723.48) (1,111,353.62)

Net cash from operating activities 6,001,406.65 (3,658,533.84)

Cash flows from investing activities

Purchase of property, plant and equipment (781,916.19) (311,410.81)

Purchase of intangible assets (1,634,484.98) (127,649.83)

Purchase of available-for-sale financial assets (2,996.84)

Interest received 40,383.04 78,551.67

other increase in long term receivables (456,297.07) (274,103.83)

Net cash used in investing activities (2,835,312.04) (634,612.80)

Cash flows from financing activities

dividends paid to group shareholders (498,442.37) (150,000.00)

Proceeds from borrowings (290,064.78) 4,767,686.10

Finance lease payments (115,852.40) (107,404.07)

Net cash used in financing activities (904,359.55) 4,510,282.03

Net (decrease) / increase in 
cash & cash equivalents

2,261,735.06 217,135.39

Cash and cash equivalents at 
beginning of the period

5,505,101.05 5,287,965.66

Cash and cash equivalents 
at end of the period 7,766,836.11 5,505,101.05

7,766,836.11 5,505,101.05

CASh FLow STATeMeNT
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INTrASoFT International has been a major provider 
of IT services to european Institutions and Member 
States since 1996, and has successfully expanded 
its portfolio to include research, policy support 
and communication services. This annual reports 
summarises the results of another successful and 
challenging year for the company.

In 2009, over 700 staff based in the company’s 
four main sites of Belgium, Greece, Luxembourg 
and romania provided products and services to 
an impressive list of clients, including several 
directorates-General and Agencies of the euro-
pean Commission.

In this year, INTrASoFT recorded 16% growth in 
revenue and 19% growth in profit. The company se-
cured new and important contracts, and renewed 

contracts on existing projects. It also adopted more 
quality management models and standards, includ-
ing the ISo 14001:2004 environmental Management 
System for all sites and services. Furthermore, it 
was certified for its Translation Services against 
EN 15038:2006 (the European Norm specifically 
for Translation Services) and performed success-
fully in all ISO re-certification and surveillance 
audits. In addition INTrASoFT International joined 
a select group when it put together a Certified 
Function Point Counting (FP) team, with an aim to 
bolster management decision and enhance soft-
ware measurements.

A full copy of the auditor’s report, an extract of 
which is included in this publication, is available 
online (www.intrasoft-intl.com).
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Luxembourg
INTRASOFT Intl. S.A.
2b, rue Nicolas Bové
L-1253 Luxembourg

T +352 44 10 12 2000
F +352 44 10 12 235

Greece
INTRASOFT Intl. S.A.
19.3km Markopoulou-
Peania Avenue
GR-190 02 Peania

T +30 210 68 59 701
F +30 210 68 59 166

www.intrasoft-intl.com

Belgium
INTRASOFT Intl. N.V. /S.A.
40, rue Montoyer
B-1000 Brussels

T +32 2 238 1711
F +32 2 238 1710

Belgium
INTRASOFT Intl. N.V. /S.A.
40, rue Montoyer
B-1000 Brussels

T +32 2 238 1711
F +32 2 238 1710

Romania
INTRASOFT Intl. S.A.
17, Fabrica de Glucoza Str.
Bucharest, Sector 2, 020331

T +40 21 20 40 251
F +40 21 20 40 252
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