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  Sugar has 
provided us with 
a solution that 
enables us to 
accommodate 
our customers’ 
wishes perfectly 
and to set 
ourselves apart 
from other 
wholesalers in a 
very special way. 
Darren Gomersall
Digital Media
Cube Route

Customizations by Sugar Partner Intdev Slash 
Customer Returns Response Time from As Long 
As a Month to Just One Day

Cube Route, a veterinary channel 
distributor of premium pet food 
brands, chose SugarCRM and Sugar 
partner Intdev Internet Technologies 
to make excellent customer care a 
realistic and attainable goal. With 
customizations by Intdev, Cube 
Route’s Sugar solution helped it cut 
response time for returned products 
from as long as a month to only one 
day. In addition, effective reporting on 
any area of the business now takes 
only minutes and supports effective 
and targeted consumer reward 
campaigns, while enhancing the 
brands it offers.

Business Challenges

As a distributor of premium pet food 
through the veterinary channel in South 
Africa, Cube Route must build and 
maintain relationships with consumers 
and breeders as well its network of 
veterinary practices. Consumers 
often need product support, including 
educational guidance, and breeders 
are strong influencers of consumer 
preferences.

The company wanted to improve 
service to customers via a system 
that would collect information about 
customers, their pets, and their pets’ 
dietary habits and preferences. This 
information would enable Cube Route 
to support customers with advice 
even if it was unrelated to a specific 
product, building customer loyalty in 
the process.

Although the company had deployed 
ACT CRM, Cube Route was 
dissatisfied with its capabilities. ACT 

failed to provide a holistic view of 
stakeholder information. In addition, 
the system was cumbersome for 
users and changes always required 
the support of a third party, which 
increased cost of ownership. Prior 
to deploying ACT, Cube Route relied 
on Excel spreadsheets and manually 
drawn graphs to gain insight from      
its information.

Cube Route wanted to replace ACT 
with a CRM solution that could be 
configured to its business without 
the need for outside resources 
and easily customized when more 
complex changes required third                    
party involvement.

The Solution: Sugar 
Professional

Cube Route chose Sugar and 
engaged SugarCRM partner Intdev 
Internet Technologies to develop 
custom modules for managing 
information on pets and their 
respective breeds as well as the 
administration of discount vouchers. 
In addition, Sugar’s case module 
was configured to handle customer 
queries and complaints. Automated 
workflows now send celebratory 
messages to pet owners when their 
pets have a birthday and management 
reports create targeted lists for Cube 
Route’s marketing campaigns, which 
are coordinated through Sugar’s 
campaign module. Cube Route staff 
were up and running on Sugar in only 
three weeks.
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Company Profile
Headquarters:  
Johannesburg,            
South Africa 

Founded: 2008

Company Description: 
Cube Route (Pty) LTD is 
the exclusive distributor of 
premium pet food brands 
“Iams,” “Eukanuba, and 
“Eukanuba Veterinary 
Diets” to the veterinary 
channel in Sub Saharan 
Africa and the Oceanic 
Islands. 

Website:  
www.cuberoute.co.za

Solution:  
Sugar Professional

Solution partner:  
Intdev Internet 
Technologies

Business Benefits

Sugar enabled Cube Route to make 
excellent customer care a realistic and 
attainable goal. For example, Sugar 
helped Cube Route cut response 
time for returned products from as 
long as a month to only one day. 
Effective reporting on any area of the 
business, such as product returns or 
customer buying trends, now takes 
only minutes. The solution also allows 
customer support to make pictures, 
other information, and voucher activity 
part of a customer’s file. Using this 
information, the marketing department 
can create effective campaigns that 
generate more leads while enhancing 
the brands it offers. Finally, since all 
information is stored in the Sugar 
repository, new staff can get up to 
speed quickly when an employee has 
left the company.

“Sugar has provided us with a solution 
that enables us to accommodate our 
customers’ wishes perfectly and to set 
ourselves apart from other wholesalers 
in a very special way,” concludes 
Darren Gomersall, Digital Media for 
Cube Route. 

About Cube Route (Pty) 
Ltd.

CUBE ROUTE (PTY) LTD is the 
exclusive distributor of the premium 
pet food brands “Iams”, “Eukanuba” 
and “Eukanuba Veterinary Diets” to 
the veterinary channel in Sub Saharan 
Africa and the Oceanic Islands. 

About Intdev Internet 
Technologies

Established in 1998, Intdev Internet 
Technologies is the first certified 
SugarCRM partner in South Africa. 
As an experienced IT company, 
Intdev focuses on meeting the 
connectivity, communications, and 
managed services needs of SMEs. 
The company offers a number of 
comprehensive SugarCRM solutions 
that enable companies to meet 
business and user requirements. 
Intdev has partnered with the major 
players in the market and can offer 
companies optimal solutions. Intdev 
has received several awards including 
“MVP” (most valued partner) for 2012. 
For more information, visit Intdev at 
www.intdev.co.za. 
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