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Our Journey for Today

Customer 
Journey in 
SugarCRM

Operationalize 
your Customer 

Journey

Engage with
SugarCRM!
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Functional Taxonomy

LifecycleAwareness : Knowledge : Consideration : Selection : Buying : Satisfaction : Retention / Loyalty : Advocacy

Increase # MQL Accelerate 

Lead 

Conversion 

(SRL)

Accelerate velocity 

through sales 

funnel

Increase Forecasting 

Accuracy

Deliver       On-

Time
Maintain SLA

Reduce TTRes

Reduce Case Load

Maintain Regulatory and Internal Compliance

Marketing: Demand Generation, Lead Development Rep, Prod Mktg

Sales: Inside Sales Rep, Outside Sales Rep, Sales Mgr

Sales Ops, Account Mgr

Delivery / Operations / Support

Delivery: Order / Prod/ Svc Fulfillment

Project/Ops Mgr, Prof Svcs, Field Service Engineer

Support: CSR, Help Desk, Support Mgmt

Find New Business 

(Target Segmentation)

Upsell & Cross-Sell

Deliver Product / Service Retain Customers

360 Degree Customer View

Operational Efficiency

Lead Mgmt:

Lead Gen

Lead Scoring

Lead Nurture

Sales 

Dev

Pipeline 

Mgmt

Oppty. 

Mgmt

Terr. 

Mgmt

Fore-

cast
CPQ Ticket Mgmt Contact Center

Contact and Account Mgmt : Collaboration : Broad Database support : PIM (including plug-ins) : Document Repository : Workflow : Personalization : 

Configuration and Customization Tools : Security and Roles : Project Mgmt : Integration Layer (API and ETL) [including plug-ins] : Internationalization : 

Data Quality : Master Data Management

Increase # sales gen leads

Increase 

win rate

Self Service 

Portal

Cam-

paigns

Workflow

Dashboard, Reporting, Analytics

Business

Challenge

Functional 

Goals

Supporting 

Team

CRM 

Functionality

Platform 

Capability
(on all devices)

Perf.

Mgmt



©          SugarCRM Inc. All rights reserved.

06/08/

2015

Create Extraordinary Customer Relationships 

Transform from Inside Out

MAKE IT SIMPLER – CUSTOMER VIEWCUSTOMER JOURNEY ORIENTATION

GET 

INFORMED

PURCHASEUSAGE

BE LOYAL & 

TALK 

ABOUT  IT
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

STEER

ADVISE
SELL & 

SERVICE

BOND

Need

Research

Decide

Approach

Receive

Purchase

Remember

Use
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

Segment and Prepare your audience
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

Create your Audience List
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

Publish Content  Email, Newsletter, Website, 

Social media etc…
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

Consume

Content
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

• User Reaction to Content  Automatic Lead

Generation Automatic Opp Generation

• From a journey perspective the client is in 

„decide“ phase
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

• Based on Customer Stage & Journey 

automatic generation of tasks
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

• SugarCRM can detect which tasks have been

performed

• Easy to guide even unexperienced sales people

• As the last task gets completed we proceed to

another stage of the journey
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

• As the last task gets

Completed we move to the

next stage
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

 Break organizational silos 

with Activity Stream -

effortless communication

 Not only automatic task

generation but also 

automatic task

assignment
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

 As the task is completed

the journey stage

automatically advances
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

 The system is a guide for

the person who is

navigating though the

system
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Customer Journey in Practice
SugarCRM – Customer Journey Solution Overview

 Customer Journey – less theory and 

more Practice

 Need of extension of traditional CRM 

Function

 Process Driven System which is able to 

guide you through your journeys 
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Continue to Engage with us on the 

Customer Journey!

Roadshow in major cities in

• U.S., Latin America, Australia, Europe 

For on-site workshops

• Email 

customerjourney@sugarcrm.com

Apply here: 
https://www.surveymonkey.com/s/SugarCustomerJourney

• 1-2 hour 

• Virtual meeting with customer success and 

product management

• Half-day to multi-day workshop 

• Develop customized customer journey map 

and plan

Attend customer 
journey workshop

Apply for 
follow-up 

engagement

Complete 
Discovery 
session

Hold On-Site 
Workshop
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May 12 – New York

May 14 – Chicago 

May 21 – Costa Mesa

June 23 – Munich

June 25 – Frankfurt

September 17 – London

September 24 – Zürich 

Engage with SugarCRM
Customer Journey Workshops
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Our Journey for Today

Customer 
Journey in 
SugarCRM

Operationalize
your Customer 

Journey

Engage with
SugarCRM!
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