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Did you know? Gartner clients have access to 120+ 
HR case studies across industries and regions.

Make informed decisions with current, 

objective insights 

Gain a competitive edge with 

forward-thinking expert analysis

Review real-life examples of 

how organizations are executing 

proven practices

Benchmark against peers with robust 

Gartner data

Learn more about becoming a Gartner 

client today.

These proven best practices help CHROs:

https://www.gartner.com/en/human-resources/trends/top-priorities-for-hr-leaders/case-study-bac?utm_campaign=RM_GB_2025_HRL_NPP_IA1_HRTP26CS
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Case overview

Summary

To grow and adapt to changing business needs, 

HR leaders at SugarCRM realized they needed 

to evolve ways of working to drive productivity in 

the long-term. SugarCRM empowers employees 

to solve their own productivity problems by 

involving them in developing the organization’s 

productivity approach.

About the company 

• Company Name: SugarCRM

• Industry: Software development

• Headquarters Location: San Francisco, California

• Employees: 600
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Case overview

Problem Actions Results 

• As a result of SugarCRM’s focus on 

output-driven productivity, the company 

was falling short on its sustainable 

growth strategies.

• Leadership’s understanding of what 

drives productivity was misaligned 

with employees’ understanding, causing 

productivity initiatives to be disconnected 

from employees' workflows.

• SugarCRM identified the behaviors of 

employees who successfully drive key 

organizational outcomes to show how 

to achieve productivity in a way that will 

resonate with employees.

• The company socialized and adapted 

the behaviors that drive productivity with 

employees to give them ownership over 

how the organization communicates 

productivity and create a shared 

understanding of productivity.

• HR at SugarCRM empowered employees 

to autonomously identify productivity 

barriers and propose potential solutions.

• Employees felt empowered to surface and 

solve productivity challenges, leading to 

increased innovation and engagement.

• The company successfully implemented 

employee-driven solutions, such as 

enhanced AI tools for coding efficiency and 

improved data consolidation across teams.

• SugarCRM fostered a culture of continuous 

improvement, with employees actively 

participating in shaping the company's 

productivity strategies and technological 

landscape.
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Recommendations

To prepare employees for intense change and drive 

faster change adoption, CHROs should direct their 

teams to:

• Identify proven employee behaviors that 

drive productivity: Identify the behaviors 

of employees who successfully drive key 

organizational outcomes to illustrate what 

productivity looks like in a way that will 

resonate with employees and show how 

they can achieve it.

• Develop a shared language of productivity: 

Socialize and adapt the behaviors that 

drive productivity with employees to give 

them ownership over how the organization 

communicates productivity and create a 

shared understanding of productivity.

• Enable employees to solve productivity 

problems: Empower employees to autonomously 

identify productivity barriers and propose potential 

solutions.
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Involve employees in shaping productivity

SugarCRM’s approach to overcoming challenges with top-down approaches to productivity

Identify proven employee 

behaviors that drive 

productivity

Develop a shared language 

of productivity

Enable employees to solve 

their own productivity 

problems
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Develop a shared language of productivity

How SugarCRM’s socializes and brands productivity-linked behaviors



RESTRICTED

8 © 2025 Gartner, Inc. and/or its affiliates. All rights reserved.    

Enable employees to solve productivity problems

How SugarCRM’s enables employees to solve their own productivity challenges

Unlock this case study and more peer insights — connect 

with a Gartner representative today.
Schedule Now

Schedule Now

https://www.gartner.com/en/human-resources/trends/top-priorities-for-hr-leaders/case-study-bac?utm_campaign=RM_GB_2025_HRL_NPP_IA1_HRTP26CS
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