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It’s a New World – Customers Rule 

70%  
of buying experiences are 
based on how the customer 
feels they are being treated 
 
McKinsey 
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But Businesses Aren’t Keeping Up 

70% of buying 
experiences are based 
on how the customer 
feels they are being 
treated 
McKinsey 

85% of sales meetings  
do not meet customer expectations 
 

74% of sales organizations  
have poor CRM adoption by sales 
Forrester, CSO Insights 
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80%  
of CEOs believe they 
deliver a superior 
customer experience… 
 
Bain & Company 
 
 

It’s a New World – Customers Rule 



© 2015 SugarCRM Inc. All rights reserved. 

But Businesses Aren’t Keeping Up 

80% of CEOs believe they 
deliver a superior customer 
experience… 
Bain & Company 

 
Only 8% of their 
customers agree  
Bain & Company 
 

76% of companies don’t 
have a single view of the 
customer. 
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SUGAR MANIFESTO 
As SugarCRM talked to people who rely on Customer Relationship Management systems 
to run their business, we recognized that most sales and support people hate using them. 
We set out to free them from the tyranny of conventional CRM systems.  

We knew that companies wanted more than just a recording and management 

system. They wanted an indispensable tool that would help sales, marketing, 
and customer support team members win more business and create 
extraordinary customer relationships.  Further, it needed to be 
affordable so that they could put it in the hands of every employee who engages with 
customers.  

We decided to build an innovative CRM system designed for the individual 
contributor, not just for the management team.   We did away with the drudgery of endless 
data entry, and focused on enabling people to do their job better by giving them the right 
information, when they need it, before they even ask.   And, we simplified the buying 

process: one price, all-inclusive, with no hidden fees so you 
know how much the system costs.  
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Our Vision 

MAKE EVERY CUSTOMER RELATIONSHIP  

EXTRAORDINARY 

7 
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Company Highlights 
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23 
Quarters of 
consecutive 

Growth 

Only company solely focused on making every  
customer relationship extraordinary.  

1.5M+ 
Users 

120+ 
Countries 

40%+ 
CAGR last  

3 years 

500+ 
Employees, 
strong global 

presence 

200+ 
Deployment 

Partners Worldwide 
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Gartner: CRM Visionary Three Years Running 
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“SugarCRM [is] a Visionary,  
on the strength of its product 
usability, strategic vision, and 
platform flexibility.” 
 
“The vendor offers  
competitive functionality  
with a good back-end  
environment  for configuring 
 and extending the core 
SFA application.” 
 
“SugarCRM… gained high 
 scores for its professional 
 services organization.” 
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SugarCRM: Choreograph the Touchpoints   
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Needs Keep 
Informed 

Define Project 
Scope Options Evaluate Test Negotiate Buy Implement Use Remember 

DECISION CYCLE STAGES 

MILESTONES 

IT’S A COMPLEX JOURNEY 
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SugarCRM: Choreograph the Touchpoints   
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Needs Keep 
Informed 

Define Project 
Scope Options Evaluate Test Negotiate Buy Implement Use Remember 

DECISION CYCLE STAGES 

MILESTONES 

Support Legal 
Finance Marketing Product Success Services 

Sales 

SUPPLIER STAKEHOLDERS 

CUSTOMER STAKEHOLDERS 

IT 

Compliance 

CFO 
Ops 

Training 
Manager 

AVP Retail 

VP, Marketing Marketing  
Manager 

CEO 
Sales 

Manager 

WITH MANY STAKEHOLDERS 
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SugarCRM: Choreograph the Touchpoints   
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Needs Keep 
Informed 

Define Project 
Scope Options Evaluate Test Negotiate Buy Implement Use Remember 

DECISION CYCLE STAGES 

MILESTONES 

Support Legal 
Finance Marketing Product Success Services 

Sales 

SUPPLIER STAKEHOLDERS 

CUSTOMER STAKEHOLDERS 

IT 

Compliance 

CFO 
Ops 

Training 
Manager 

AVP Retail 

VP, Marketing Marketing  
Manager 

CEO 
Sales 

Manager 

THE RIGHT CRM BRINGS IT ALL TOGETHER 

Customer Relationship Management System 
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Unified Customer Engagement Across Departments  

Marketing 
Automation 

Salesforce 
Automation 

Customer 
Service 

Automation 

13 
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Why Sugar is the Right CRM 

Empowers  
Individuals 

• Consistent interface across all devices 
• Consumer-grade user experience, enterprise-grade functionality 
• Advanced workflow and collaboration tools orchestrate complex interactions 
• Contextual intelligence from internal and external data sources within a single dashboard 

Most 
Adaptable  

CRM Platform  

• On-premise, private cloud, public cloud deployment 
• Easily integrates with global enterprise applications and data sources 
• Most highly customizable platform based on open technologies 
• Full source code access and single code base across all environments 

Greatest 
Business 

Value 

• Simple, predictable pricing with no hidden fees or forced upgrades 
• Less expensive to customize and integrate 
• Includes Sales, Service and other core CRM capabilities in one price 
• Lower long-term TCO: lower data and API costs due to flexible cloud options 

Solely focused on making every  
customer relationship extraordinary.  
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Empowers 
Individuals 
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Sugar UX 
Transformative, Individualized, Immersive 

Context Panel 

� Sets the Context 

� Business Card View 
of a contact 

� List View – overview 
of opportunities, cases 
and campaigns 
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Sugar UX 
Transformative, Individualized, Immersive 

Collaboration 
Panel 

� Context-sensitive 
activity streams 

� Quickly see and 
share what’s most 
relevant in context 

� Real-time updates 
from other Sugar 
users and system 
event notifications 

� View, share and 
collaborate around 
related documents  
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Sugar UX 
Transformative, Individualized, Immersive 

Intelligence Panel 

� Aggregates relevant 
data in context 

� Internal systems 
view: accounting, 
supply chain 

� External data 
sources: D&B, 
Twitter, websites 

� Personalizable for 
user role or 
individual needs 

� Real-time alerts 
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Fully Mobile Enabled 

Dashboards  
in Main Menu 

Dashboard 
with Dashlets 

Activity  
Stream 

Charts 

iOS 

Android 

Web Native 

19 
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Most 
Adaptable 

CRM Platform 

20 
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Deploy to Meet Your Requirements 

21 
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Technology Partners Extend the Solution  

ENTERPRISE APPLICATIONS PRODUCTIVITY 

APPLICATION INTEGRATION & MANAGEMENT 

REPORTING & ANALYTICS 

MARKETING SALES SERVICE & SUPPORT 

22 

Findability 
Sciences Technology  

Advisors Symphony 

https://sugarexchange.sugarcrm.com/apps/21591?restoreSearch=true
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=quickbooks
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=oscommerce
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=prestashop
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=tally
https://sugarexchange.sugarcrm.com/apps/21591?restoreSearch=true
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=dropbox
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=skyvia
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=intacct
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=avalara
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=wordpress
https://sugarexchange.sugarcrm.com/listing?q=collab!/list/page/1/search=authorize.net
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=hootsuite
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=whmcs
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=sage
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=faye
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=ibm
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=synolia
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=epicom
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=magnolia
https://sugarexchange.sugarcrm.com/apps/20476?restoreSearch=true
https://sugarcrmdemo.byappdirect.com/apps/18981?restoreSearch=true#!overview
https://sugarexchange.sugarcrm.com/listing?q=epicom#!/list/page/1/search=e-conomic
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=entrinsik
https://sugarexchange.sugarcrm.com/apps/21583?restoreSearch=true
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=findability
https://sugarexchange.sugarcrm.com/apps/21268?restoreSearch=true
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=symphony
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=IBM
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=IBM
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=IBM
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=detectid
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=magic
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=starfish
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=bedrock
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=zapier
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=danmar
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=syncfrog
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=podbox
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=riva
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=implicit
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=grinmark
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=recruitment
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=opacus
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=gmail
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=yathit
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=thunderbird
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=marketo
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=act-on
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=hubspot
https://sugarexchange.sugarcrm.com/listing?q=collab#!/list/page/1/search=silverpop
https://sugarexchange.sugarcrm.com/apps/20564?restoreSearch=true#!overview
https://sugarexchange.sugarcrm.com/apps/20492?restoreSearch=true#!overview
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=evalanceh
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=mailchimp
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=newsletter2go
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=inbox25
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=etrigue
https://sugarexchange.sugarcrm.com/apps/21435?restoreSearch=true
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=dotmailer
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=mailjet
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=salesfusion
https://sugarexchange.sugarcrm.com/listing?q=hubspot#!/list/page/1/search=aweber
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=docusign
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=endeavor
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=avalara
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=roinnovation
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=qcommission
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=trustsphere
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=suitebox
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=sofon
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=fantasysalesteam
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=nomalys
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=intellidocs
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=map2lead
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=datasync
https://sugarexchange.sugarcrm.com/apps/26627?restoreSearch=true#!overview
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=contivio
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=shoretel
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=xcally
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=freshdesk
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=fibrecrm
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=asterisk
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=talkdesk
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=callinize
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=3clogic
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=cloudagent
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=cisco
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=trixbox
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=elastix
https://sugarexchange.sugarcrm.com/listing?q=cognos#!/list/page/1/search=userlike
https://sugarexchange.sugarcrm.com/listing?q=cognos!/list/page/1/search=texo.cc
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Greatest 
Business 

Value 
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Sugar PurePrice™: Unparalleled Value 

One Price 
 

� Sales, marketing, 
support automation 

 
� No separate 

“clouds” 
 
� Same price for 

cloud or on-site 
deployment 

No Hidden 
Fees 

Low TCO 
 

� Customize without 
penalty 

 
� No mobile 

upcharge 
 

� Integrate freely 

� Clear, predictable 
pricing 
 

� Unlock strategic 
vision 
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Questions? 
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Thank You 
 


