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  Sugar 
empowers all 
our employees 
to perform 
better, from 
tech support 
and billing 
to executive 
staff and 
administrative 
support. 
Ladan Amini
Director of Customer Service
Greenfield Communications

Cynergy Solutions Customizes Sugar to Enable Better 
Service and Increase Services Upsell

Greenfield Communications 
provides turnkey, fiber-to-the-home 
(FTTH) solutions for developers 
of new master planned residential 
communities. It worked with 
Sugar partner Cynergy Solutions 
to implement a Sugar solution 
that has improved call center 
performance and increased upsell 
opportunities. Greenfield has also 
seen a reduction in the number of 
support incidents that require onsite 
technicians and accurate reporting is                     
nearly instantaneous. 

Business Challenges

As a supplier of turnkey, fiber-to-
the-home (FTTH) solutions to new 
residential communities, Greenfield 
Communications must maintain good 
relationships with three constituencies: 
builders and developers, homeowner’s 
associations (HOAs), and its services 
customers. In an effort to gain greater 
control over customer support, the 
company brought its call center 
function in house. “We needed our own 
back office to track support tickets 
and upsell services,” recalls Ladan 
Amini, director of customer service 
for Greenfield Communications. “We 
wanted to increase our revenue per 
subscriber.” Although Greenfield’s 
primary challenge was improving call 
center performance, the company 
also lacked a system for managing 
its relationships with builders,  
developers, and HOAs.

The Solution:                
Sugar Corporate

Greenfield considered building its 
own ticketing system in house, 
but a trusted consultant pointed 
the company towards customer 
relationship management and, 
specifically, SugarCRM. “We looked 
at Salesforce and Sugar,” says 
Amini. “But Sugar is just much more 
customizable than Salesforce and 
that’s definitely what we needed. Plus, 
Sugar was more cost effective.” 

Greenfield also engaged Sugar 
partner Cynergy Solutions to 
customize its solution. Greenfield 
and Cynergy collaborated on the 
development of 11 custom modules. 
“The system went live in early 2012 
with 25 users,” Amini notes. “Sugar 
empowers all our employees to 
perform better, from tech support 
and billing to executive staff and 
administrative support.” Cynergy also 
integrated Sugar with AppointYou—
Greenfield’s marketing solution. When 
customers respond to a campaign 
through a promotional landing page, 
the information appears in Sugar—
eliminating manual data entry—and 
triggers a notification to sales. 

Business Benefits

Greenfield’s Sugar solution delivers 
greater visibility for call center 
representatives, improving customer 
service while reducing the number of 
support incidents that require onsite 
technicians. Accurate reporting is also 
nearly instantaneous. In addition, with 
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Company Profile
Headquarters:  
Dana Point, California

Founded: 2001

Company Description: 
Greenfield 
Communications, Inc. 
(Greenfield) provides 
turnkey, fiber-to-the-
home (FTTH) solutions 
for developers of new 
master planned residential 
communities.

Website:  
www.egreenfield.com/

Solution:  
Sugar Corporate

Solution Partner:  
Cynergy Solutions

the success of the solution for call 
center activities, the company now 
tracks relationships with its developers 
and HOAs via Sugar. “Each module 
tracks different types of information,” 
explains Amini. “For builders, I need to 
have access to contracts and statistics 
about the build out. HOAs have 
restrictions that we need to be aware 
of. And, with customers, we need to 
keep track of who’s in a house and the 
types of services they have.”

Sugar has also streamlined tech 
support processes, leaving call center 
agents more time to upsell services. 
“Our call center operates 24/7,” 
Amini continues. “And the same team 
handles tech support and upsell. So, 
with Sugar, when our agents have 
downtime on the tech support side, 
they can really use it productively to 
grow our service portfolio.”

From Greenfield’s perspective, Cynergy 
created a Sugar solution that has 
added immense value to its business. 
“Cynergy made everything I wanted an 
attainable feature,” Amini concludes. 
“The value of all those customizations 
adds up. We now have the complete 
back office system we wanted without 

having to pay $100,000 for it.”

About                     
Greenfield Communications

Greenfield Communications, Inc. 
(Greenfield) provides turnkey, fiber-
to-the-home (FTTH) solutions for 
developers of new master planned 
residential communities. Our 
telecommunication services include 
digital telephone, video, high-speed 
data, and security services. With 
state of the art technology, we 
have been able to offer fiber optic 
communication services to all of our 
FTTH projects. Although we primarily 
serve west coast customers, we are 
expanding our services throughout 
the country.

About Cynergy Solutions

Cynergy Solutions, LLC is a 
management and technology 
consulting firm and ISV (Independent 
Software Vendor) specializing in 
the delivery of CRM (Customer 
Relationship Management), 
Collaboration, Communication, 
and Integration Solutions. Cynergy 
Solutions, LLC engages with 
organizations of all sizes, from start-
up micro businesses to Fortune 1000 
companies. Cynergy Solutions, LLC 
has partnered with leading open 
source and commercial software/
service providers such as SugarCRM, 
Google, Vocalocity, Box.com, and 
Intuit to provide organizations with 
best-of-breed technology solutions to 
meet their needs.
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