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Social Business and Social GRM

Tom Schuster
General Manager
SugarCRM Europe, Middle East, Africa
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Socilal Business

GETTING STARTED
A The business context

A The essential characteristics
A Getting started

A A live example

A Recommendation
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Evolution of the Sales Landscape

Old World CRM
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Marketing: Complex Social Buying Model

Peer
reviews
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Competitive
alternatives
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Recommendations User-generated
from friends content
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Customer Service IS Marketing

(:?raCkSpace B Start a Chat Send an Emal &3 Sales: 1-800-961-2888 n

HOSTING

CLOUDHOSTING | EMAL&APPS |  CLOUD BUILDERS

Hosting Solutions Why Rackspace Partner Program Information Center Blog Community Hosting Knowledge

[& Sl MANAGED HOSTING

Customized dedicated server configurations, fully

A L L BAC K E D BY managed 24x7x365 by certified hosting experts. E¥I.GL)

FANATICAL , i
SUPPORT" ' '

It isn’t just what we do.

9 experts.
It’s really what makes , _ \ 1 /) More about Cloud Computing
us, well, us. J ~ New: Managed Service Level Now Available

' )y ANy B BN EMAIL & APPS
Find Out More b ¥ 44 A : B Business class hosted exchange & email hosting
: for companies large and small, managed \_5322
M

‘ 24x7x365 il lists.
JoE “E & Moro about Emai & Apps
stnce: E

CLOUD HOSTING

On-demand, scalable, application, storage & web
hosting, supported 24x7x385 by Cloud hosting

SALES QUESTIONS? .
5"“—"+ ailiivetbnd THE WORLD'S LEADING SPECIALIST IN THE HOSTING & CLOUD COMPUTING INDUSTRY
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Start With the Customer

Start with

f the customer
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Put the customer at the center
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CRM

Customer
Relationship
Management
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CRM

CRM Is about Customers

W SUGARCRM.
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CRM Is about Acquiring,
Retaining and Growing
customers
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Enable the sales edge

INNER CORE SALES EDGE CUSTOMERS

SALES

CUSTOMER
SERVICE

CALL CENTER

MARKETING
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Introducing Social CRM
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CRM Made Social: Enable the customer edge

SALES EDGE CUSTOMERS

SALES

CUSTOMER
SERVICE

|
© G

CALL CENTER

!

MARKETING

HHED

W SUGARCRM.

12/21/2011 ©2011 SugarCRM Inc. All rights reserved. 13



Social CRM

Social CRM is an
extension of, not a
replacement for, CRM

2010 CHESS MEDIA GROUP

12/21/2011 ©2011 SugarCRM Inc. All rights reserved. 14



CRM made Simple
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CRM Made Simple

Intuitive

Open

Flexible
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6 Steps to Getting started with Social CRM

Ste
Ste
Ste
Ste
Ste
Ste

0 3:
0 4.
0 b:

12/21/2011

0 1. Implement an Open CRM System

0 2. Customise the user interface and processes

ntegrate the essential back end systems

mplement a flexible infrastructure

Provide collaboration tools

n 6: Use the Social Tools of choice
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Getting started with Social CRM

Step 1. Implement an Open CRM System
Step 2. Customise the user interface and processes
Step 3: Integrate the essential back end systems

Step 4: Implement a flexible infrastructure

Step 5: Provide collaboration tools

Step 6: Use the Social Tools of choice

W SUGARCRM.
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Social CRM

Technology

® Open Systems

® Users Have Control
® Web Standards
® Reasonable, predictable cost

Community

® Hundreds of Extensions
® Qualified Partners
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Getting started with Social CRM

Step 1. Implement an Open CRM System

Step 2: Customise the user interface and processes
Step 3: Integrate the essential back end systems

Step 4: Implement a flexible infrastructure

Step 5: Provide collaboration tools

Step 6: Use the Social Tools of choice

W SUGARCRM.
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.. Social CRM
Intuitive

For Users

® Web 2.0 User Experience
® Works the Way YOU Work

For Administrators

® Simple Customisation
® Seamless Upgrades
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Getting started with Social CRM

Step 1. Implement an Open CRM System

Step 2. Customise the user interface and processes
Step 3: Integrate the essential back end systems
Step 4. Implement a flexible infrastructure

Step 5: Provide collaboration tools

Step 6: Use the Social Tools of choice

W SUGARCRM.
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360 Degree View of the Customer

CRM Activities External data sources
A Customer Support A ERP
A Marketing A Market Data
A Sales t AHR
SAPd
Specialised Tools FArALAL:
W AP

A Web Analysis
A Business Intelligence

W SUGARCRM.
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Getting started with Social CRM

Ste
Ste
Ste
Ste
Ste
Ste

12/21/2011

0 1:
0 2:
0 3.
0 4.
0 5!

0 6:

Implement an Open CRM System
Customise the user interface and processes
Integrate the essential back end systems
Implement a flexible infrastructure
Provide collaboration tools

Use the Social Tools of choice

W SUGARCRM.
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SugarCRM: CLOUD 2.0 Run Anywhere

VENDOR PUBLIC dmazon
SErvices -
SUGARON-DEMAND. £ Windows Azure
PUBLIC

IBMSmartCloud

RUNANYWHERE | ¥
A Any Device i
A Any Platform _— i
A Any Cloud =T s
On Site PARTNER
PRIVATE

PARTNER HOSTED
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Getting started with Social CRM

Step 1. Implement an Open CRM System

Step 2. Customise the user interface and processes
Step 3: Integrate the essential back end systems
Step 4: Implement a flexible infrastructure

Step 5: Provide collaboration tools

Step 6: Use the Social Tools of choice

W SUGARCRM.
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Step 5: Provide collaboration tools

Collaboration Conferencing

W SUGARCRM.
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Getting started with Social CRM

Step 1. Implement an Open CRM System

Step 2. Customise the user interface and processes
Step 3: Integrate the essential back end systems

Step 4: Implement a flexible infrastructure

Step 5: Provide collaboration tools

Step 6: Use the Social Tools of choice
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LinkedIn Accounts

4:41 PM
SugarCRM » Accounts » SugarCRM - Commercial Open Source CRM

(L3 M = | sugarondemand.com/index.php %

® BEmoénm=m b BENB

@ SusARcAM.

Home QRCGIIINIES Contacts Opportunities Activities Reports Documents
Accounts » SugarCRM

m Duplicate Delete Find Duplicates Get Data View Change Log (11 of 51)

SugarCRM @ ffice r +1 (408) 454-6900
SugarCRM d
+1 (408) 873-2872

http://www.su

Linked [[].

139 connections work at
SugarCRM

Technology

Customer

Jim Brennan, Date Modified: 06/25/2010 15:29 by jason
jim Date Created: 06/16/2010 15:25 by jim

10050 N Wolf hipping Ad 10050 N Wolfe Road

Cupertino CAvesuoe SW2-130

USA Cupertino CA 95014
United States

SugarCRM is the world's leading provider of open source customer relationship management (CRM) software. Over 6,000 customers and
more than half a million users rely on SugarCRM to execute marketing programs, grow sales, retain customers and create custom
business applications. Leading publications such as CRM Magazine, InfoWorld and eWeek praise SugarCRM for its ease-of-use,

flexibility and open design. SugarCRM runs on the leading cloud computing platforms, including Amazon EC2, Microsoft Azure, Sugar
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G()C)gle Google Maps integration
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Question:

What is the Social CRM interface
of the future?

Answer:

The social networking site  [EE{a=s]s]s] 4
of choice

combined with |

An OPEN CRM system SUGARCRM.
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Hillel Uses Social CRM to Connect with
College Students

faCEbOOk ‘1.8 : 4 SteveKaz | Home ~

Hillel: The Foundation for Jewish Campus Life ’

— REACH

c—— Relationship Management

Alex Martinowsky used CPI ACC
Championship Giveaway. 2 hows 2g0

H Michelle Yeager used Game Gift

REACH Login

Finder. 11 hours ago

Laura Ruffused Your Perfect Plate
Quiz, 1 5 300

Username: Steve Kaz used REACH Training. 1&

hours 300

Password: sssssessss Sponsored Story See Al

m Rob Gustafson used Are YOU
Interested?

Are YOU Interested?

o)
arc;;ou e Use
INTES

e ccaa 4 Fecaba a nd
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Add additional fields before saving to Sugar

12/21/2011

facebook -

REACH

Relationship Management

Q,

Logout of REACH

HKathy Allen

Kathy Allen
Kristi Amdur
Lori Arce

Bruce Aronow
David Artman
EJ Asbury

Dan Ascher
Shane Aubrey
Craig Avena
Cari Aves
Susan Axon
Cara Baggett
Marcel Bakx
Deborah Baldwin
Richard Baldwin
Sue Balfus

Julie Bane
Amanda Barcus
Kimiko Barkley
Cara Barr

My Engagees

Eric Aarons

Dave Adam

Joan Arkins

Ethel Kasinetz

|

+ Add Friends

| » !l

|

ew/Create Interactions

ew/Create Interactions

ew Create Interactions

Stephen Kazman
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Enter Friend Detalls in Facebook

¥ SUGARCRM.
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