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Analyst Review

“Key strengths include low application
and implementation costs and strong
Internationalisation support, usability,
and sales functionality.”

FORRESTER

“It offers sound support for mobile
Forrester Wave CRM, July 2012

CRM.”
4,30 - 4332 420
“The technical skill sets required to 4,10 ?
support the application tend to be e g
more widely available than for other s ?
CRM solutions, thereby lowering e
resource support costs.” 2,90 -
2,70 -
Forrester Wave CRM Mid Market 20

report, July 2012




Customers In a variety of industries
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N SUGAR

Overview

Sales Automation



Complete CRM Solution

CHANNELS REPORTING CORE SYSTEMS

Dashboards Market_lng Sales Trends Case Reports Custqmer
Analytics Profiles

MARKETING SUPPORT

Multi-channel Opportunity Case
Campaigns Management Management

Call Center Campaign Email Contact Account Inbound Knowledge
Wizard Marketing Management Management Email Base
Web-to-lead Lead = i Quotes & Bug Self-Service Accounting
Form Management CIecastng Contracts Tracking Portal

COLLABORATION

Email Client Project Wireless & Outlook Activity
Management Office Client Plug-In Management

Partners

PLATFORM

Role Custom Module
Office
Systems
Control Builder Layout Apps

Social




We Believe in an Open Cloud

SUGARPRIVATE CLOUD.

SUGAR on

SUGARON-DEMAND. PUBLIC CLOUD

« Run at all timei

SUGARON-SITE. SUGAR on
PARTNER CLOUD

- R



N SUGAR

Sugar 7

Industry Leading
New and improved



troducing Sugar 7

erything v o~ Opportunities: Last 10 days o

ﬁ Accounts Bugs Contacts Leads Opportunities Forecasts More — Q 2 f] +
Max Klinger Save Draft
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i ek 105,000 + - Quota  ®@Likely
ﬁ Accounts Bugs Contacts Leads Opportunities Forecasts 000 §250,000
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file 00
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Influencers
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i Sl St T 10U $24.95 USD

tag Prospecting

ﬂ Jim Atlas ¥ Jan Feb Mar
roje 30% 1calls 2 emails 1 Meetings
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¥iore Projected
ﬁ Jim Atlas: This account looks like 50,000 @

Activity @  Contacts @ ters Interactions Quota 600,000

6 5 25 Y Pipeline 1,400,000

- Calls Emails Meetings
; 10,0 Committed 500,000
Sabra Khan called Mike Adams for 24 mins

1y ago on 2013 T ) 00 Closed 650,000 S i

Sabra Khan added Sally Smith contact to the Plato's LED Financial App
opportunity.
5 : Sabra Khan called Mike Ad
1

ms for 10 mins

Jim Atlas updated phone, url, and email for Sally Smith contact in the Plato's
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) e khan RT Building LED plant light controls
i Pl Plato's LED Financial App.




Sugar 7.0

* New, intuitive user experience SR :
* New Social collaboration
platform
« Activity management and
intelligence
* Improved Dashboard and
DaShIetS Plato's LED Financial Apps <[> m EEEEEEE N ‘:m
 Enhanced lead management Ep— 2
with attention to data quality —
during lead capture and
CO nve rSiOn Activity © Contacts (<}
ﬂ [ ] [ ] o
« Product level sales opportunity | S e
tracking B @ s
- Enterprise forecasting with 8ot
granular pipeline management |H-
ﬁ Jim d d
= B3 Twitter




Accounts Bugs Contacts Leads Opportunities Forecasts

Plato’s LED Financial Apps <>
Influencers
Account Plato's LED MFT Sabra Khan
0 S calls 15 emails 3 Meetings
Amount $24.95 USD
Stage Prospecting Jim Atlas
Probability 30% 1calls 2 emails 1 Meetings
More
Activity ©@  Contacts © Filters w Interactions
6 5 25

Calls Emails Meetings

Sabra Khan called Mike Adams for 24 mins
day ago on 3/11/2012 at 1:.00 pm EST

Sabra Khan added Sally Smith contact to the Plato's LED Financial App
tunity. . i
ORPOTHUITY - Sabra Khan called Mike Adams for 10 mins

© 1 hour ago on 3/12/2012 at 2:00 pn

1ys aga on 3/09/2012 at 4

Jim Atlas updated phone, url, and email for Sally Smith contact in the Plato's

LED Financial App opportunity. Sabra Khan called Mike Adams for 45 mins

o,'wz }Q 3/12/2012 ym EST day n3/07/2012at1l pr
Sabra Khan added Mike Adams as a contact. More calls...
© 1 day ago ot 11/2012 at 1:00 pm EST
: e :
ﬁ !lm /t\;ld‘b. This contact ne\ed{s‘to' be foIIov\fq up on. B Tweets for @platoLED

) — khan RT Building LED plant light controls
S 8L LY cRYy Plato's LED Financial App.




Activity Intelligence

 Central customer and
contact data management

* Integration-ready, cross
Channel, unified Most Active Contacts
Interactions management —

e Qut-of-the-box e

intelligence to help i er—
identify experts across e

CRM functions based on m = 15 emas sent
their engagement level PR Tameia Damman

« Configurable Dashlets to

Ieverage federated ﬂ '-:_,. :'-.. '|-'||"|"" ngs attended I I . I
activity data and analysis cate EmAls Emals
from 3rd party external

data sources

7 days Y



Dashboards

* Intuitive user experience to
define new Dashboards

and to configure new |8 S T S S S S T e R — R
Dashlets =
- Integration ready Dashlets €

Infrastructure to support
Dashboard visibility into
federated intelligence from
external data sources

* Out of the box Social
Integration with select
Vendors alongside
Standard Dashlets based
on List Views




Lead Management

« Attention to data quality

during lead capture and
lead conversion oy o
- ° > U
« Cross function e

management of leads in
central place for sales
and marketing alignment

e Central, cross function
activity management to .
help convert more leads r s
more often to maintain e
healthy pipeline




Pipeline & Forecasting

Accounts Bugs Contacts Leads Opportunities Forecasts v

N Pipel
eW I p e I n e Max Klinger Save Draft More Forecast for Q1 2012
M Qualified | Proposal [l Negotiation [l Closed
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S200.000 m oo

-
$150,000
‘ !W I O r‘ Eca: ;tl n g Com.. Name Opportunity = Close Proba... Sales Stage Best Likely = ... $100,000

v Lineittem A 0 3/12/2012 70%  Proposal 60,000 50,000 $504900 ..
o
v Lineitem B Opp 4 3/13/2012 80% Negotiation 65,000 55,000 Jan Feb Mar
n Accounts Bugs Contacts Leads Opportunities Forecasts More
Projected
Forecast: Sabra Khan ~ m Forecast Q1 2012 Quota 600,000
Committed Total: 125,000 105,000 Pipeline 1,400,000 Pipeline Size
W gest B Adjusted == Quota X2
Tinseiranse Best kely Overall Total: 215,000 195,000 Committed 500,000 e
Q1 2012 -~ 125,000 + 105,000 +
= Likely to close
. Closed 650,000 56%
. Opportunities 12
Name Quota Best Best (ad, Likely Likely (adjusted
’ 25.000 ®
Perce  Bums  Macin.  Kiinger Opport
. 1€ -
180 @
Projected
2 ; = Queta
) 40,00( ? 0 "x;"'
Overall Total 670,000 625,000 650,000 565,000 560,000 ; 45%
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- ATour ® Feedback @ Forecasting Help @ Support
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New Pipeline Management

 Intuitive worksheet
user interface for
sales reps

* Visibility into quota
attainment status
helps sales reps

Quota 600,000

]
fo C u S O I I tI I ‘ ’ rI g I It Committed Total: 125,000 105000 pjh)ine
Overall Total: 215,000 195,000

Committed 500,000

deals to reach the
guota .

« Tags for Likely,
Best, Worst case
scenarios to
deliver accurate
forecaSt € SUGAR T




N SUGAR

Mobile

New and improved



What's new?

« Coherent user experience

 New look and feel - simple & clean consistent User
Experience with main application

« Fast and interactive user experience
« Support for: ‘*

IPhone

IPad

Android
Android Tablet




SugarCRM Mobile

* One single platform with support for multiple
devices per account v e vo0 bW

Contact

« Speed and rapid access with full text search, :
quick create and quick summary and intuitive " o S o

Nuance
122 Commonwealth Ave.

user interface 122 Do

« Native device integration for click-to-call, click-to-
text, email, map

« Automated interaction wrap up to log calls after
an outbound call

« Studio configurability for displayed fields and
layouts

« Support for custom modules alongside out of the
box modules

« Easy access to related modules and related
activities

« Chrome and Safari support for browser based
user interface




SugarCRM Mobile

« Speed to match on-the-go user’s
expectations with Full Text Search

* Integrated, unified user experience
with consistent UX patterns across
desktop and mobile devices

« Standard HTML 5 based application
within a native shell to leverage
native iPhone capabilities

« Configurability right from within
Sugar Studio

* IBM App Store Deployment (i.e.
Whirlwind, etc) (dependency: IBM
support)




N SUGAR

The evolution of SocialCRM

...and where we are now...



The Evolution

of Social CRM

WHAT IS
SOCIAL CRM?

(&)

Short for customer relationship
management, CRM is a company’s
strategy for overseeing clients

Ell']d SE[IL‘S P[{}HPL‘{;[FL

Social CRM is a philosophy and
business strategy designed to engage
the customer in a mutually beneficial
relationship. It's supported by social
tcchnnlng}f, business rules, workHow

and processes.

WHO IS THE
SOCIAL CONSUMER?

~

Consumes information and learns
ahout breaking news through sites
like Twitter and Facebook.

Learns about new products through
social channels and networks.

Is wise to unsolicited promotions
and trusts only relevant information.

Desires a conversation with the brand
rather than one-way ad messages.

Expects brands to be active in the same
social media sites he/she hangs out in.

Wants brands to listen,
engage and respond quickly.




Does anyone

listen to what
User they have to
reviews? say?

Oh, over 1000

comments on Do | know
the product these guys?
demo....

a6 03 in

User groups? Does their blo
Fans? Reviews? enlighten me )

Opinions?

In any way?




HOW CRM EVOLVED INTO SOCIAL CRM

CRM SOCIAL CRM

2 @ e @
WHU%) 'H”H‘ Specific departments > 'H“H‘ Everyone
WHAT—>> Company-centric process ————> I‘l Customer-centric process

WHERE > |ﬁ1 —f> Defined channels : %Iﬁléb Customer-driven dynamic channels

WHEN —> . Set business hours > ‘l‘ Customer-set hours
® -
WHY —> 'H] S Transaction

rﬁ| Interaction
M

L.
. . Wx{ - -
ngﬁ < Messages flow outside » WX Messages come inside

=




WHY SOCIAL CRM IS MORE INFLUENTIAL

Modern consumers are changing and evolving with the growth of social media.

When deciding to engage with brands via social media, users look for:

EXAMPLE
Incentives
’ n
Effective problem solving ._IHL‘J'.'.' CAN |
HELP YOU?

46% _7//////////5 m Customer service reps

Feedback solicitation OUR NEW LOGDO:
o 7 O @

Entertainment EXCLUSIVE MIX!

28% _//////////////ﬁ ﬂ "Eﬁi.-‘"mm Access to good, premium content

New ways to interact

26% _////////////////J (LAY ERNE Widgets, online games, mohile apps

Specialized marketing

21% '//////// Targeted banner ads




WHY SOCIAL CRM IS MORE INFLUENTIAL

Modern consumers are changing and evolving with the growth of social media.

When deciding to engage with brands via social media, users look for:

American consumers who:

Go online to verify purchase recommendations Search ratings on web sites
o,
VN ZZZZEO 2020202020202 g
Regularly interact with companies on a social media site Say companies should use

60% Z social networks to help customers
777 vk —/

Read user reviews

55 I~~~



HOW IT'S USED CORRECTLY...

Companies are beginning to figure out that social CRM adoption must be company-wide in order for
peak efhciency. Some are also finding that adding more “community managers™ helps greatly.

Big names that do it right:

D&LL  INTUIT .H&ﬂmn (comcast

HOW IT'S USED INCORRECTLY...

According to Gartner.com, by 2010, more than 50% if companies will have created an

online community but will fail to manage it effectively, instead driving customers away.

Rushing into social computing initiatives without clearly defined benefits for both the
company and the customer will be the biggest cause of failure. —GARTNER.COM




N SUGAR

So what can Sugar give you?

...let's add some Sugqgar.



Our Social Cloud....what are we saying...?

-
Csy.~ London =
Wboﬂg CheC eﬂ’) o3
§ 1B ca™™ 3
et "'%G@‘ N o
S T s 7
SO 3

06@ Customer g

#SugarCRM







SocialCRM in Sugar

« Current state of play

Integration with Facebook
Integration with LinkedIn
Integration with Twitter
Integration with InsideView
Integration with IBM Connections
Integration with Google...

You can also use Sugar as a platform and

extend the functionality much much further....

Peopie lacts
€ 5 Smart Connections

POy
Robert Goldbera Senloe Vice

g . NG0arg, senio "
Pracsidant of Busine<s Onerations

b 3 Kelere £
»

L Linkedin Connections

v ”r."‘,'l' 2 | ; """~'r> X
Reid Hoffman (1)
Partner
Manu Manjunath (2
Software Engincer

» Fommer (0 In your network

i 1 Facebook Connections
» Fnends

Buzz Bu;
NEW! Recruiting Operations Manager -
Zynga inc: ( #SanFrancisco , CA)
hitp//oit. iyl 1 XmX ing

HEZ o



What'’s possible: Instant Response!

* Integrates with Sugar's API with Twitter's API
« Allows instant response to create leads, contacts and cases direct from

a Sugar dashlet.

» Allows specialised Twitter seaches and you can monitor multiple

accounts.

Why would we do this?

« Demographics analysis
« Customer clustering

SugarCRM On Twitter

LIVE TWEETS ON #SUGARCRM Customise
E i@JobsAtYourCity # TJOBS Wordpress, SugarCRM, Unix (VOIP), POS

- Application, Silverlight, Tester, iPhone, C#, SAP, Designer
| http/it. co/H2dQBKVS

{@brandonwright24 SugarCRM is locking for: Senior Software Engineer
hittp:Jit eoiAeil UkHg Ziob

{@mashiat Need a team player! SugarCRM is looking for: Admiristrative
Assistant httpit.co/AkmELgTI Fob

{@ebarnabe sialjuna vez quieres hacer un boton que llame a otro sugarcrm
‘.@;‘ desde un sugarcrm usa .ajax y nuscap perc quitale el wsdl, me entenderan
S

i@sugarcrm Close the loop biw marketing & sales! Join webcast every Tues
& Thurs http:t.colliPzIRNS #SugarCRM



What'’s possible: Instant Response!

So here we have our new tweet-

to-case cases....

New Tweet-To-Case: Twitter user: @virtualization2

Edit | =

Overview Tweet To Case

Case Number:
Priority:

Case Type:
Type:

Description:

Resolution:

80

High

A
Administration

From user: @virtualization2

Search Cases

81

80

79

78

s

76

75

7A

My Items (| My Favorites (| Open ltems [ | search Clear | Advanced Search
Subject Priority Status
New Tweet-To-Case: Twitter user: @Billyfrid Medium New
New Tweet-To-Case: Twitter user: @virtualization2 Medium New
New Tweet-To-Case: Twitter user: @jobomaniac Medium New
New Tweet-To-Case: Twitter user: @Casino_101 Medium New
New Tweet-To-Case: Twitter user: @BW_Comm Medium New
New Tweet-To-Case: Twitter user: @insideview Medium New
New Tweet-To-Case: Twitter user: @monitor_at Medium New
Now Twast.Ta.Maea: Twitter ear Manahlaitule Madiim Nowas

...with the ability to
instantly respond to
those cases from
within Sugar.

Message: SugarCRM Announces New Technology Integration With VMware vFabric Application Director 5.0 http://t.co/a6KjgWBu




What’s possible: Social Automatically?

» Integrates with Clever's API
« Searches by the contact's email address
« Allows the synchronisation of social profiles into Sugar with one click.

Why would we do this?

* No need to search — get the full overview quickly, automatically.

Clint Oram

Edit | =

Overview Get Clever Facebook Where do they live? Route To Customer Meore Information Other

SoVev Bt gagial Profiles matched to this user Clint Oram

Co-founder at SugarCRM
35-44 years old, male located in SF Bay
Area, California

| | Twitter profile found: sugarclint

m LinkedIn profile found: clintoram

CTO & co-founder at SugarCRM.
Entrepreneur, CRM & call center expert,

Google+ profile found: 1113313623... [JET open source evangelist, proud dad, avid

li Facebook profile found: clintoram

|= Foursquare profile found: sugarclint 1252 followers on Twitter

Following 684 people on Twitter

"3 " w »
B B o B
= = = =
m m m o m
-1 g -1 8 -1
73 ) w w I3
e = = = e
o o o o o
o o ) o o
b b S ] L)

B Klout profile found: sugarclint

_ Knows about: Social CRM, CRM, Isp, Customer Service, Apps
Save All To Sugar



What’s possible: Facebook Friends...

* Prompts user to log in to their Facebook account.

» User gives specific permissions to access profile and friends info.
« Accesses their Facebook account via FB API using FQL.

* Queries user table and pulls out info as shown.

My Facebook Friends

Why would we do this?
My Friends

« Access my user data to keep
up to date with their FB profile.

« Get live statuses by hovering
on their photos.

« Click into a profile without needing
to separately log in to Facebook.

B DU B P B R T



SocialCRM in Sugar: Facebook Comment and Fan Pages

« Prompts user to log in to Facebook.

« Accesses Facebook fan page based on login — if not logged in before,
create new trust between Facebook account and SugarCRM.

« Uses existing Facebook Graph APl and Javascript library, so results
are returned in real-time.

Comments On Facebook

Why would we do this? “ Add 2 commen..

' @Pust to Facebook Posting as Simon Chapman

¢ A”OWS the ablllty to reply to Simon Chapman - Senior Consultant at SugarCRM
Facebook messages “ This is a test comment.

directly within Sugar.

“ Simon Chapman - Senior Consultant at SugarCEM
° Another test comment
Analyse and re_spo_nd to W_hat o DA

people are saying in real time.

Andrey Andreev - Global Technical Programs Manager at SugarCRM
A friendly reply follows
Reply - £ 2 - Unlike - 16 July at 20:37

Reply - Y1 - Like - Unfollow Post - 16 July at 20:31



SocialCRM in Sugar: Who do | know?

* Logs into LinkedIn, based on existing user session.
« Accesses user profile based on LinkedIn API key.
« Searches for specific search term in a contact profile.

« Displays matches by name, job title/headline, location, with a link to go
directly to their profile on LinkedIn.

Finding People On LinkedIn

Erin Fetsko

Why Would we do thls’) Sales Engineer | Technical Evangelist | Partner Enablement - Sugal

View Profile

Andrey Andreev

£ Global Technical Programs Manager at SugarCRM
£ | View Profile
* Analyse who we know and what Hideki Erigh Hashimura

j CMO, REDK Software Engineering and Vice-President - Partner Ad

SugarCEM

they knOW View Profile

. Jnhnlﬂel_'tic
« Mine our contacts better ? jj Community Managar ot SugarCrm
o HEw rofle

SugarCEM EMEA

:.-: Isabel Delgado
E View Profile

£

Brian Whitlock
Sales Director - UK & Ireland at SugarCRM
View Profile




SocialCRM in Sugar: But who do they know?

* Logs into LinkedIn, based on existing user session.
« Accesses user profile based on LinkedIn API key.
« Searches for specific search term in a contact profile.

« Displays matches by name, job title/headline, location, with a link to go
directly to their profile on LinkedIn.

* Prepopulates search field with current
record |n ACCOUHtS Of COntaCtS ggl::?itr?g:tiﬁeerlTechnical Evangelist | Partner Enablement - Suga

View Profile

m Od u I e. ' Andrey Andreev

£ Global Technical Programs Manager at SugarCRM
£ | View Profile

Hideki Erigh Hashimura
CMO, REDK Software Engineering and Vice-President - Partner Ad
SugarCEM

Finding People On LinkedIn

Why would we do this?

View Profile

John Mertic
= Community Manager at SugarCREM
1 m‘-.-’iew Profile

j=== |sabel Delgado
3 SugarCEM EMEA

* Analyse who we know and what

they know, filtering by location, View Profile
. . Brian Whitlock
i M|ne our contacts better, ShOWIﬂg me Sales Director - UK & Ireland at SugarCRM
View Profile

first, second and third degree connections.



What'’s possible: Twitter Followers

« Automatically grabs their Twitter ID from a Sugar field

» Accesses their Twitter account via Twitter's API.

« Pulls in their total followers count into a field.

« Displays their latest tweet/status update and invites you to follow them.

Why would we do this?

« Determine how influential they are.
« Stimulate a conversation by talking about their latest Twitter update.

Twitter:  stephenfry (& Twitter Followers / Latest Tweet ) )
@ThelnternsBand That was the joke. And it's Stephen, not

Steven | X
22 hours ago.

W Follow @stephenfry < 4.4M followers



What’s possible: Facepliles..

« Automatically grabs their Twitter ID
» Accesses their Twitter account via Twitter's API.
« Pulls in their followers list, ordered by most recent follower first.

« Shows their picture, which is clickable and when clicked loads that
person’s Twitter page.

Why would we do this?

« Show the kinds of people that are following this person.
« Determine how influential they are.

ES0¥0 ODEa e 2E0n
_uiUS Ofwma 020 o3
BEERE/ __ WHwE

S A | . L e ESN Y RN e —-—l N L




What’s possible: Where do they live?

* Integrates with Sugar's API
« Loads Google Maps Javascript API

« Drops pins on each matched addressed based on street address, city,
postal code and country.

 Shows three most recent customers.

Customers via Google Maps

Why would we do this?

pakland == : ; Caroline
' [ Map | Satelite .,,|. "ﬁxbn?oailq: Sands
o [ . Ha . |E| Jﬁ
Joc Freganogni Freganogni
° D h I I i . PO Box 690 Paula Deen
emographics analysis [r] o @) POBox& . Paula Deen
. [=hioAttos  93902-0690 '
e Customer clustering Sunyvi  USA /
I' 0¥ . Ls Banos
Santa Cruz 2 Watsoqle
GOOSIE Kainga @21]1285%13;& - Terms of USF



What’s possible: And how do | get there?

* Integrates with Sugar's API
» Loads Google Maps Javascript API
» Builds a route from the Sugar user to the customer.

Why would we do this?

e Simple turn-by-turn maps
* Printdirections  weremone s iy [ il | Pon Orsctons

.Y

Worley
- .
. (¢ o [ftnry S @ 1 Chureh Lane, Old Buckenham, Atieborough, Norfolk NR17 1RP,
LN o )
b C Rackmamr™ nR L3S
onvenience. o
9.8 km - about 15 mins
@| Besthorpe 1. Head west on Church Lntoward Crown Rd 0.1 km
(+] AttleBbrough 2. Turn leftonto Crown Rd 90 m
T F 3. Take the 1st right onto Attieborough RA/B1077 4.8 km
Continue to follow B1077
E 4. Turn left onto Connaught Rd/B1077 0.3 km
2 5
2 ,;9;‘ 5. Sharp right onto Exchange StB1077 0.2 km
- & G. Slight left onto B1077 3.7 km
n
7. Turn left onto Chequers Ln 0.4 km
9”%4, Hargham 8. Continue onto Long St 0.3 km
o ¥ Destination will be on the left
%ﬁ &
g g Hargham Ry @ 10 Long Street, Great Ellingham, Atleborough, Norfolk NR17 1LL,
5 OL_—l b UK
inettert

- Map data ©@2013 Google

( 1 &
p;‘ﬁ-“ ) Map data @2013 Google - Terms of Use Report a map error




What’s possible: Customer Clustering

* Integrates with Sugar's API
» Loads Google Maps Javascript API
» Builds customer clusters from the Sugar address data.

ﬁ Accounts Contacts Opportunites Leads Projects Bug Tracker More ~

Why would we do this?

« Shows where our \\ v PN e
customers are |located. 0 -

. Choose the appropriate . 7 . il &
location to visit, or . W e Vo
allocate the appropriate e, @ e
time or resource to. - ol O S 7ore RN - = SO

E B o North. e veserslly




Thank you..

If you have any questions, please ask.




