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  With Sugar, 
we can see 
the last time a 
customer was 
contacted and 
the nature of 
the contact: 
call, email, 
meeting, etc. 
It’s updated 
constantly, and 
ensures that 
we’re efficient 
and don’t 
leave any of 
our customers 
behind. 
Brad Payne
Client Services Administrator
Hilldrup

Sugar Partner Profiling Solutions Customizes Sugar, 
Boosting Collaboration and Streamlining Sales Process

Hilldrup, which offers employee 
relocation services to companies 
nationwide, chose SugarCRM and 
engaged Profiling Solutions to 
implement its Sugar solution. Sugar 
delivers a 360-degree view of the 
customer and, through its mobile 
capabilities, provides access to 
individual customer information for 
employees in the office or in the 
field. Sugar’s workflow also supports 
greater collaboration and ensures 
that everyone delivers a consistent, 
high value customer experience. 
With dramatic improvements in 
customer information timeliness 
and accuracy, Hilldrup achieved 
a positive ROI from its solution in 
the first week. In addition, monthly 
reporting time dropped from one                                   
week per month to only minutes.

Deeper Customer Insight 
Needed Across Users

Hilldrup provides Fortune 1000 
companies with employee relocation 
services nationwide. As one of the 
most successful United Van Lines 
agency groups, having been awarded 
the group’s Customer Choice 
Award for 18 years, every customer 
interaction is integral to Hilldrup’s 
success. However, Hilldrup’s current 
customer management system was 
failing to meet its standards. 

Approximately 30 sales people 
manage as many as 350 active 
contracts, which generate 25,000 
moves annually, making it difficult to 

maintain the up-to-date, consistent 
customer information that every sales 
professional can access at the point of 
one-to-one customer interaction. 

In addition, Hilldrup was making 
changes to its core systems, which 
would affect its sales reps’ ability 
to access data and interact with 
customers. To track prospects and 
active clients, Hilldrup used a system 
based on Lotus Notes, which had 
been in place for about 10 years. “We 
were migrating a lot of our data to an 
offsite data center,” explains customer 
services administrator Brad Payne. 
“And our Lotus Notes system couldn’t 
accommodate that very well.”

Why Sugar?

For its CRM solution, Hilldrup 
considered Microsoft Dynamics, 
Salesforce.com and SugarCRM. 
“We have information on 11,000 
companies in our database,” Payne 
continues. “So we needed something 
that was cost effective to scale and 
easy to customize. Sugar was the 
clear choice on both counts.”

Hilldrup also engaged Sugar partner 
Profiling Solutions to help create a 
customized system that seamlessly 
worked with each user to provide 
the level of service Hilldrup promises 
every customer. “They’re great,” 
comments Payne. “They were 
instrumental in helping us with the 
data migration and putting in place 
various business processes. Profiling 
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Company Profile
Headquarters:  
Stafford, Virginia

Founded: 1903

Company Description: 
Hilldrup is one of the 
most successful United 
Van Lines agency groups, 
operating nine facilities 
in Maryland, Virginia, 
North Carolina, South 
Carolina, Georgia and 
Florida with its corporate                              
office in Stafford, Va.

Website:  
http://www.hilldrup.com/

Solution:  
Sugar Professional

Solution Partner:  
Profiling Solutions

Solutions really taught us how the 
system works and developed the 
more complex customizations.” For 
example, Profiling Solutions created 
an onscreen notification in Sugar that 
displays the last time a customer 
was contacted and the nature of 
the contact: call, email, meeting, 
etc. “It’s updated constantly,” 
Payne remarks. “And ensures that 
we’re efficient and don’t leave any                                       
of our customers behind.”

For lead generation, the company 
takes advantage of Sugar’s 
integration with InsideView, which 
embeds directly into the Sugar UI 
to provide every user with timely 
sales intelligence. “InsideView has 
been big for our sales team,” Payne 
notes with enthusiasm. “It helps 
them identify HR managers and vice 
presidents and reach out to them 
about our relocation services. And 
we’re in the process of integrating 
Sugar with ConstantContact, which 
will streamline that aspect of lead 
generation even more.”

Ensuring An Exceptional 
Customer Experience, 
Every Time

With Sugar in place, Hilldrup can 
consistently deliver an exceptional 
experience to its customers. Sugar 
provides Hilldrup sales staff with a 
360-degree view of the customer, 
which makes the entire team more 
structured and organized. Plus,       
Sugar’s mobile capabilities make the 
most up-to-date information, including 
scheduled calls and appointments, 
available in the office or in the field. 
“They know everything that’s going 
on with a customer,” observes 

Payne. “And when they’re in front 
of a customer, they can input new 
information directly into Sugar via 
their iPads. It’s very impressive.” 
Sugar’s workflow also supports 
greater collaboration and ensures 
that everyone follows the same sales 
process and delivers a consistent, 
high-value customer experience. 
“With Sugar and InsideView, we’re 
getting in doors we weren’t before,” 
Payne says. “It’s made us better                                
and much more efficient.”

Monthly reporting, which had taken 
one week per month, takes only 
minutes with Sugar. “We used to send 
emails to all the sales people asking 
them what they’d done,” recalls Payne. 
“Now everything’s in a dashboard, 
available at the click of a button.” 
Since implementing Sugar for the 
relocation sales team, Hilldrup has 
rolled out its solution to the division 
that moves offices. 

Delivering Value for               
Every Customer,                    
Every User, Every Time

From dramatic improvements in 
customer information access, 
timeliness, and accuracy, Payne 
estimates that Sugar achieved a 
positive ROI in the first week. Across 
the board, adding Sugar helps 
Hilldrup manage every customer 
better.  Hilldrup now knows what 
matters to its customers and delivers 
a consistent, top-notch customer 
experience.

“Sugar saves us time and money,” 
concludes Payne. “And it makes this 
office, which is extremely busy, easy 
to work in. It’s an amazing product.”
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About Hilldrup Companies

The family-owned moving and storage 
company started in 1903 by R.G. 
Hilldrup as a horse and carriage 
transportation company. Today 
Hilldrup has grown to be one of the 
most successful United Van Lines 
agency groups. The company operates 
nine facilities in Maryland, Virginia, 
North Carolina, South Carolina, 
Georgia and Florida with its corporate 
office in Stafford, Va.

Hilldrup is one of the most honored 
United Van Lines agency groups.  It 
is the only United Van Lines agent 
in the country to be awarded the 
Customer Choice Award for 18 
years.  For more information on 
Hilldrup moving and storage services,                                         
visit http://www.hilldrup.com/.

About Profiling Solutions

Designing and supporting customer 
relationship management, business 
intelligence and reporting analytical 
systems for over 15 years, Profiling 
Solutions has been recognized as 
a leading provider of custom and 
integrated SugarCRM solutions. 
Customers engage Profiling Solutions 
as a partner in developing systems 
and processes because of the 
breadth of our experience and our 
development methodology. Profiling 
Solutions employees are business 
analysts first who also possess 
programming, network, and most 
importantly communication skills.  

To experience the Profiling 
Solutions difference, visit us at                    
www.profilingsolutions.com or contact 
us at info@profilingsolutions.com.
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