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Executive Summary

SageÊhasÊrecentlyÊpublishedÊaÊpowerfulÊandÊpragmaticÊvisionÊ
forÊtheÊcompanyÕsÊfamilyÊofÊCRMÊandÊcontactÊmanagementÊ
solutions.ÊTheÊSageÊCRMÊSolutionsÊ2010ÊStrategyÊ(CRMÊ
2010)ÊarticulatesÊaÊboldÊandÊuncompromisingÊproductÊstrategyÊ
whichÊputsÊuserÊneedsÊsquarelyÊatÊtheÊcenterÊofÊproductÊ
development,ÊandÊisÊaccompaniedÊbyÊanÊimpetusÊtoÊdeliverÊ
real,ÊcompellingÊenhancementsÊwithinÊaÊtimeÊframeÊthatÊ
makesÊsenseÊforÊourÊcustomers.Ê

AndÊasÊaÊcompanionÊtoÊCRMÊ2010,ÊSageÊisÊpleasedÊtoÊpublishÊ
anÊenhancedÊvisionÊforÊtheÊSageCRMÊproductÊline.ÊTheÊ
SageCRMÊProductÊVisionÊseeksÊtoÊdeliverÊinÊhighlyÊpracticalÊ
termsÊagainstÊtheÊobjectivesÊofÊCRMÊ2010,ÊandÊexpandsÊ
!"#$"%&'$()*+,-.$+(/0+"$(0#1'(".$+2.&,!+3/"&/+/'!+400$+
fundamentalÊtoÊtheÊdevelopmentÊofÊtheÊSageCRMÊapplicationÊtoÊ
date.ÊItÊalsoÊdiscussesÊtheÊcomprehensiveÊtechnologyÊstrategyÊ
thatÊwillÊsupportÊthisÊcompellingÊproductÊvision.

Introduction

ItÕsÊeasyÊtoÊseeÊhowÊincreasedÊglobalization,ÊunprecedentedÊ
customerÊsophistication,ÊandÊborderlessÊtransactingÊhaveÊallÊhadÊ
aÊdramaticÊeffectÊonÊtheÊpurchasingÊlandscapeÊofÊeveryÊindustryÊ
overÊtheÊlastÊtenÊyears.ÊAsÊaÊsupplierÊandÊconsultativeÊpartnerÊ
forÊoverÊ5.8ÊmillionÊcustomersÊacrossÊtheÊglobe,ÊSageÊhasÊanÊ
importantÊperspectiveÊonÊhowÊtheseÊchangesÊhaveÊimpactedÊ
uponÊeveryÊvarietyÊofÊbusiness.ÊCompaniesÊtoday,ÊregardlessÊofÊ
theirÊsizeÊorÊlocation,ÊhaveÊtoÊcontendÊwithÊconstantlyÊchangingÊ
marketÊconditions,ÊdeepÊcustomerÊcomplexity,ÊandÊwideÊrangingÊ
competitiveÊpressures.ÊInÊshort,ÊbusinessÊhasÊneverÊbeenÊmoreÊ
challenging.ÊTheÊopportunities,Êhowever,ÊhaveÊneverÊbeenÊ
greater;ÊparticularlyÊforÊsmallÊandÊmid-sizedÊcompanies.

TechnologyÊhasÊbeenÊaÊkeyÊdriverÊandÊenablerÊofÊthisÊchangeÊ
process.ÊTheÊInternet,ÊeCommerce,ÊintegratedÊtelephony,Ê
andÊmobileÊtechnologiesÊhaveÊproducedÊnewÊandÊinnovativeÊ
customerÊtouchÊpointsÊandÊexperiences.ÊForÊexample,ÊWebÊsites,Ê
interactiveÊvoiceÊrecognition,ÊandÊmessagingÊservicesÊareÊnowÊ
commonplaceÊandÊcomplementÊtraditionalÊbusinessÊchannels.Ê
TheseÊnewÊmodelsÊhaveÊevenÊsupplantedÊtheirÊmoreÊestablishedÊ
peersÊentirelyÊinÊsomeÊinstances;ÊunderscoringÊtheirÊuniqueÊ
abilityÊtoÊincreaseÊcustomerÊsatisfactionÊwhileÊalsoÊloweringÊ
cost.ÊInÊparticular,ÊweÊhaveÊfoundÊthatÊmoreÊandÊmoreÊofÊourÊ
customersÊtodayÊwantÊtoÊempowerÊtheirÊcustomersÊthroughÊ
self-serviceÊchannels.ÊAnywhere,ÊanytimeÊserviceÊdeliveryÊisÊ
fastÊbecomingÊtheÊstandard.ÊAsÊaÊresult,ÊpurchasersÊtoday,Ê
regardlessÊofÊwhetherÊtheyÊareÊbusinessesÊorÊconsumers,ÊexpectÊ
toÊbeÊableÊtoÊdealÊwithÊtheirÊsuppliersÊonÊtheirÊtermsÊandÊthroughÊ
theirÊpreferredÊchannels.

WhileÊallÊofÊtheseÊinnovationsÊhaveÊbeenÊgoodÊnewsÊforÊtheÊ
customer,Êsuppliers,ÊonÊtheÊotherÊhand,ÊhaveÊstruggledÊwithÊ
theseÊnewÊchannelsÊandÊinteractionÊmodels.ÊCapturing,Ê
tracking,ÊandÊaggregatingÊcustomerÊinformationÊthroughoutÊthisÊ
increasinglyÊfragmentedÊcustomerÊexperienceÊhasÊbecomeÊfarÊ
5.10+6"2%&,)(7+800-+&,!(.501+"$!"#/(+/'!+40&.50+5.10+0),!"907
:!+'+10!,)(;+4,!"$0!!+-1.&0!!0!+/'90+40&.50+"$%$"(0)*+5.10
complex,ÊandÊthisÊcombinationÊhasÊimpactedÊdirectlyÊonÊservice
60)"901*+'$6+(/0+-1.%('4")"(*+.2+&,!(.501+10)'(".$!/"-!+.901+(/0
longÊterm.

ItÊisÊhardlyÊsurprising,Êthen,ÊthatÊweÊhaveÊseenÊaÊhugeÊincreaseÊ
inÊtheÊuseÊofÊCRMÊapplicationsÊoverÊtheÊlastÊseveralÊyearsÊtoÊ
addressÊtheseÊchallenges.ÊNowhereÊhasÊthisÊbeenÊmoreÊapparentÊ
thanÊwithinÊsmallÊandÊmid-sizedÊbusinesses.ÊSMBsÊhaveÊ
40$0%(06+#10'()*+21.5+(/0+"$&10'!06+'9'")'4")"(*+.2+-'&<'#06+
CRMÊapplicationsÊfromÊcompaniesÊlikeÊSage,ÊandÊCRMÊgrowthÊ
withinÊthisÊsegmentÊhasÊexplodedÊasÊaÊconsequence.ÊThisÊisÊ
aÊtrendÊthatÊisÊlikelyÊtoÊcontinueÊoverÊtheÊnextÊtwoÊyearsÊwithÊ
'$')*!(+%15;+='1($01;+2.10&'!("$#+(/'(+>?@+(0&/$.).#*+'6.-(".$+
3"))+40+'+!"#$"%&'$(+61"901+.2+.901'))+AB?+5'1<0(+#1.3(/+6,1"$#+
thisÊperiod1.

1Source:ÊMarketÊTrendsÊÐÊCustomerÊRelationshipÊManagementÊSoftwareÊWorldwideÊ
CDDE+(.+CDFC;+='1($01+8'('G,0!( 3
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Sage CRM Solutions 2010 Strategy

AsÊtheÊlargestÊproviderÊofÊCRMÊsolutionsÊtoÊSMBÊorganizationsÊ
globally2,ÊandÊthereforeÊaÊcompanyÊwithÊunrivalledÊinsightÊintoÊ
SMBÊneeds,ÊSageÊisÊuniquelyÊpositionedÊtoÊprovideÊcontinuedÊ
industryÊleadershipÊandÊinnovationÊinÊthisÊimportantÊproductÊ
segment.ÊInÊorder,Êtherefore,ÊtoÊunderscoreÊourÊvisionÊandÊ
cementÊourÊcommitmentÊtoÊthisÊarea,ÊweÊhaveÊpublishedÊaÊ
powerfulÊandÊpragmaticÊstrategicÊvisionÊwhichÊcoversÊourÊentireÊ
familyÊofÊCRMÊandÊcontactÊmanagementÊsolutions.

CRMÊ2010ÊisÊbasedÊonÊoverÊeighteenÊmonthsÊofÊdeepÊresearchÊ
andÊanalysisÊinÊtheÊSMBÊmarketplace,ÊandÊputsÊourÊcustomerÕsÊ
businessÊobjectivesÊatÊtheÊveryÊheartÊofÊourÊproductÊstrategy.Ê
AsÊpartÊofÊthisÊprocess,ÊweÊanalyzedÊtheÊproductÊstrategyÊofÊaÊ
numberÊofÊourÊindustryÊpeers.ÊInÊmanyÊinstances,ÊweÊfoundÊthatÊ
60)"901*+("50+)"$0!+3010+(..+)0$#(/*+(.+/'90+'$*+!"#$"%&'$&0+.1+
50'$"$#2,)+40$0%(+2.1+(/0"1+,!01!7+?.10.901;+!0901')+2.&,!06+
disproportionatelyÊonÊaÊsingle,Êtechnology-ledÊareaÊofÊproductÊ
strategyÊsuchÊasÊSoftware-as-a-ServiceÊorÊOutlookÊintegration.Ê
AndÊwhileÊweÊagreeÊthatÊtheseÊareÊimportantÊcomponentsÊofÊtheÊ
AB?+0&.!*!(05;+30+40)"090+(/'(+.,1+&,!(.501!+40$0%( +5.!(+21.5+
aÊproductÊstrategyÊwhichÊfocusesÊonÊtheirÊbusinessÊobjectives,Ê
andÊwhereÊtechnologyÊinnovationÊhappensÊonÊmultipleÊfronts,Ê

Figure 1: Sage CRM Solutions Products

'$6+"!+6"10&()*+')"#$06+(.+('$#"4)0+&.5501&"')+40$0%(!7+AB?+
CDFD;+(/0102.10;+"!+60!"#$06+(.+-1.9"60+/"#/)*+-1'&("&')+40$0%(!+
forÊSageÊcustomers;ÊinÊmanyÊinstances,ÊdeliveringÊcompellingÊ
productÊinnovationsÊasÊearlyÊasÊ2008,ÊasÊwellÊasÊoverÊtheÊ
medium-termÊthroughÊtoÊ2010.Ê

AsÊcanÊbeÊseenÊfromÊtheÊdiagramÊbelow,ÊthreeÊelementsÊ
willÊdifferentiateÊourÊSageÊCRMÊSolutionsÊproductsÊinÊtheÊ
5'1<0(-)'&07+H/0+%1!(+"!+"$(01.-01'4")"(*+40(300$+(/0+&.$('&(+
managementÊandÊCRMÊsolutions.ÊCustomersÊenjoyÊtheirÊ
!.),(".$+(.6'*;+4,(+10('"$+I0J"4")"(*+(.+0'!")*+5.90+(.+.1+&.0J"!(+
withÊanotherÊSageÊCRMÊSolutionsÊproductÊinÊtheÊfuture.ÊTheÊ
second,ÊanywhereÊworkforce,ÊenablesÊaÊpowerfulÊandÊrichÊuserÊ
experienceÊandÊextendsÊCRMÊfunctionalityÊthroughÊpracticalÊ
combinationsÊofÊon-demand/on-premiseÊapplicationsÊandÊ
!019"&0!7+:$6+%$'))*;+(/0+&.$$0&(06+21.$(K'$6K4'&<K.2%&0+
furtherÊdifferentiatesÊSageÊbyÊprovidingÊsolutionsÊthatÊdeliverÊ
depthÊofÊfunctionalityÊandÊintegration,ÊwithoutÊcompromise.Ê
TheseÊelementsÊareÊsupportedÊbyÊaÊcomprehensiveÊtechnologyÊ
platformÊwhichÊisÊbuiltÊonÊcurrentÊandÊemergingÊstandards,Ê
includingÊWebÊ2.0.

2>.,1&0L+AB?+A.5-0("("90+M'$6!&'-0;+='1($01+CDDN 4
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Figure 2: Enhanced Interoperation Capabilities of SageCRM
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The SageCRM Product Vision

TheÊSageCRMÊproductÊvisionÊisÊsetÊagainstÊtheÊbackdropÊ
ofÊtheÊCRMÊ2010ÊStrategyÊandÊseeksÊtoÊdeliver,ÊinÊhighlyÊ
practicalÊterms,ÊagainstÊitsÊthreeÊcentralÊobjectives.Ê
SubstantialÊfoundationsÊforÊmanyÊofÊtheseÊproductÊcapabilitiesÊ
andÊtechnologyÊcomponentsÊareÊalreadyÊinÊplaceÊtoday,ÊandÊ
this,Êtherefore,ÊwillÊenableÊSageCRMÊtoÊaccelerateÊtheÊdeliveryÊ
.2+"(!+-1.6,&(+9"!".$7+H/"!+10-10!0$(!+'+!"#$"%&'$(+'69'$('#0+
forÊourÊcustomersÊandÊaÊuniqueÊpropositionÊforÊSageÊinÊ
theÊCRMÊindustry.

Interoperability

AÊuniqueÊdifferentiatorÊforÊSageÊwithinÊtheÊmarketplaceÊisÊitsÊ
strengthÊinÊbothÊcontactÊmanagementÊandÊCRM.ÊACT!ÊbyÊ
SageÊisÊtheÊmarket-leadingÊcontactÊandÊcustomerÊmanagerÊ
withÊmoreÊthanÊ2.8ÊmillionÊusersÊworldwideÊandÊ43,000Ê
corporateÊcustomersÊwithÊtenÊuserÊlicensesÊorÊmoreÊperÊ
organization.ÊAsÊtheseÊcompaniesÊscaleÊorÊbecomeÊmoreÊ
complexÊinÊtheirÊoperations,ÊtheyÊhaveÊtheÊopportunityÊtodayÊ
toÊmigrateÊtoÊSageCRMÊusingÊpackagedÊmigrationÊtools,Ê
whichÊensureÊtheÊmostÊtime-ÊandÊcost-effectiveÊpathÊtoÊ
addressingÊtheirÊrequirements.

InÊtheÊfuture,ÊfullÊinteroperabilityÊbetweenÊtheseÊtwoÊsolutionsÊwillÊ
removeÊtheÊneedÊforÊformalÊdataÊmigration.ÊOrganizationsÊwillÊ
alsoÊbeÊableÊtoÊdeployÊACT!ÊandÊSageCRMÊsimultaneouslyÊwithÊ
customerÊdataÊsharedÊacrossÊbothÊapplications.ÊThisÊwillÊenableÊ
!-0&"%&+,!01!+.1+60-'1(50$(!+(.+&.$("$,0+,!"$#+:AHO+3/")0+,!01!+
elsewhereÊinÊtheÊorganizationÊuseÊSageCRM.ÊThisÊwillÊensureÊ
(/'(+,!01!+40$0%(+21.5+(/0+5.!(+'--1.-1"'(0+)090)+.2+2,$&(".$')"(*+
forÊtheirÊneedsÊandÊthatÊcompaniesÊmaximizeÊtheÊusageÊandÊ
valueÊofÊtheirÊCRMÊsoftwareÊassets.

ForÊexample,ÊACT!ÊcouldÊbeÊusedÊbyÊtheÊresidentialÊdivisionÊofÊ
aÊlargeÊrealÊestateÊcompanyÊwhereÊtheÊrealtorsÊgenerallyÊdealÊ
withÊtheirÊclientsÊonÊaÊone-to-oneÊbasis.ÊInÊtheÊsameÊcompanyÕsÊ
commercialÊdivision,Êhowever,ÊwhereÊrealtorsÊgenerallyÊ
collaborateÊwithÊeachÊotherÊtoÊmaximizeÊtheirÊopportunities,Ê
SageCRMÊcouldÊbeÊdeployedÊsimultaneouslyÊtoÊaddressÊtheirÊ
particularÊneeds.ÊAndÊwithÊfullÊinteroperabilityÊandÊdataÊsharingÊ
betweenÊtheÊtwoÊapplications,ÊtheÊcompanyÕsÊcustomerÊserviceÊ
departmentÊcouldÊmanageÊtheÊcustomerÊexperienceÊacrossÊbothÊ
residentialÊandÊcommercialÊdivisionsÊinÊanÊentirelyÊseamlessÊ
2'!/".$7+P"#,10+C+")),!(1'(0!+(/0+!"#$"%&'$(+I0J"4")"(*+'$6+&/."&0+
(/'(+>'#0+&,!(.501!+3"))+40$0%(+21.5+"$+(/0+2,(,10+(/1.,#/+(/0+
enhancedÊinteroperationÊcapabilitiesÊofÊSageCRM.



Figure 3: Integration Between Front-Of®ce and Back-Of®ce Environments
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Anywhere workforce experience

AsÊaÊfullyÊWeb-architectedÊsolution,ÊSageCRMÊisÊdeliveredÊ
todayÊon-premiseÊorÊon-demandÊfromÊtheÊsameÊcodebase,Ê
providingÊdeploymentÊchoiceÊwithoutÊfunctionalÊcompromise.Ê
Additionally,ÊtheÊproductÊprovidesÊaÊconsistent,ÊrichÊuserÊ
experienceÊregardlessÊofÊuserÊaccessÊthroughÊaÊdesktopÊ
orÊmobileÊdevice.ÊThisÊmeansÊthatÊusersÊhaveÊtheÊultimateÊ
I0J"4")"(*+"$+/.3+(/0*+,!0+(/0"1+AB?+'--)"&'(".$;+0 $!,1"$#+(/'(+
theyÊcanÊbeÊproductiveÊinÊmoreÊplaces,ÊmoreÊofÊtheÊtime.

InÊtheÊfuture,ÊtheÊanywhereÊworkforceÊexperienceÊwillÊbeÊ
enhancedÊfurtherÊbyÊaÊrangeÊofÊnewÊon-demandÊservices.Ê
TheseÊservicesÊwillÊprovideÊaÊwideÊvarietyÊofÊincrementalÊ
capabilitiesÊthatÊwillÊbeÊdesignedÊtoÊworkÊseamlesslyÊ
withÊSageCRMÊacrossÊbothÊon-demandÊandÊon-premiseÊ
60-).*50$(!7+H/"!+3"))+-1.9"60+!"#$"%&'$(+I0J"4")"(*+2.1+
customersÊwhoÊwillÊbeÊableÊtoÊaddÊnewÊcapabilitiesÊquicklyÊ
andÊcost-effectivelyÊtoÊtheirÊSageCRMÊdeploymentÊinÊlineÊwithÊ
changingÊbusinessÊrequirements.ÊContext-awareÊservices,Ê
2.1+0J'5-)0;+&.,)6+-1.9"60+%0)6K4'!06+!')0!+0J0&,("90!+
withÊmapsÊandÊdirectionsÊforÊcontactsÊorÊaccountsÊthatÊtheyÊ
haveÊselectedÊinÊSageCRM,ÊenablingÊthemÊtoÊmaximizeÊtheirÊ
dailyÊrouteÊplanningÊandÊsalesÊcalls.ÊThisÊcombinationÊofÊ
applicationsÊandÊservicesÊ(bothÊon-demandÊandÊon-premise),Ê
coupledÊwithÊaÊrich,ÊconsistentÊSageCRMÊuserÊexperienceÊ
whichÊworksÊregardlessÊofÊlocationÊorÊaccessÊscenario,ÊwillÊbeÊ
'+901*+!"#$"%&'$(+6"22010$("'(.1+"$+(/0+5'1<0(-)'&0Q+-'1("&,)'1)*+
whenÊcomparedÊtoÊpure-playÊon-demandÊvendors.

Integration between front-of®ce and back-of®ce environments

SageCRMÊprovidesÊout-of-the-boxÊintegrationÊwithÊseveralÊ
market-leadingÊSageÊERPÊsolutionsÊtoday.ÊThisÊallowsÊusersÊ
toÊleverageÊERP-derivedÊdataÊandÊfunctionalityÊseamlesslyÊ
withinÊtheirÊSageCRMÊuserÊexperience.ÊAÊsalesperson,ÊforÊ
example,ÊcanÊaccessÊaÊcustomerÕsÊinvoiceÊhistoryÊorÊcheckÊ
theÊcurrentÊinventoryÊforÊaÊparticularÊproductÊpriorÊtoÊtakingÊ
aÊnewÊorder.ÊTheyÊcanÊalsoÊaccessÊtheÊspecialistÊpriceÊ
&.$%#,1'(".$+&'-'4")"("0!+.2+(/0"1+RBS+!.),(".$+3/0 $+-10-'1"$#+
aÊquote.ÊTheÊSageCRMÊlinkÊandÊsyncÊcapabilitiesÊensureÊ
&.$!"!(0$(+&,!(.501+"$2.15'(".$+'&1.!!+4.(/+(/0+21. $(K.2%&0+
'$6+4'&<K.2%&0+0$9"1.$50$(!+'(+'))+("50!7+

P1.$(K(.K4'&<K.2%&0+"$(0#1'(".$+105'"$!+(/0+2.&')+-."$(+2.1+(/0+
SageCRMÊproductÊvisionÊandÊweÊareÊcommittedÊtoÊbuildingÊ
.,(+(/"!+'10'+!"#$"%&'$()*+#."$#+2.13'167+T$+-'1("&,)'1;+30+3"))+
lookÊtoÊdeliverÊacrossÊthreeÊcoreÊintegrationÊthemes:

+++F7+RBSK'3'10+21.$(K.2%&0
+++C7+AB?K-.30106+4'&<K.2%&0
ÊÊÊ3.ÊCross-applicationÊportal

TheÊsectionsÊthatÊfollowÊexamineÊtheÊchallengesÊfacingÊSMBÊ
.1#'$"U'(".$!+"$+10)'(".$+(.+21.$(K(.K4'&<K.2%&0+"$(0#1'(".$+'$6+
provideÊfurtherÊdetailsÊonÊhowÊSageCRMÊwillÊdeliverÊagainstÊ
theseÊthreeÊthemesÊgoingÊforward.

SageCRM 2010 Product Vision | White Paper



Why Front-to-Back-Of®ce Integration is 
Important for SMB Organizations

8,1"$#+.,1+-10-'1'(".$+.2+(/0+>'#0AB?+S1.6,&(+V"!".$;+30+
conductedÊresearchÊonÊtheÊchallengesÊthatÊSMBÊorganizationsÊ
faceÊinÊrelationÊtoÊcustomerÊmanagementÊandÊbroaderÊ
businessÊoperations.ÊTheÊlistÊbelowÊdetailsÊtheÊpainÊpointsÊ
thatÊsurfacedÊconsistently.Ê

+++W++LimitedÊvisibilityÊonÊcustomerÊdata

+++W++BusinessÊprocessÊbottlenecks

+++W++IncreasedÊdebtorÊdays

+++W++ErrorsÊinÊorderÊmanagement

+++W++HighÊadministrativeÊexpense

+++W++HighÊinventoryÊvolumes

+++W++80)'*!+"$+-1.&0!!"$#+.1601!

+++W++A'!/I.3+"!!,0!

+++W++LateÊdeliveriesÊtoÊcustomers

+++W++InvoicesÊareÊdisputed/queried

+++W++HighÊcustomerÊattrition

+++W++MarginÊerosion

>"#$"%&'$()*;+'))+.2+(/0!0+"!!,0!+'10+6"10&()*+.1+"$6"10&()*+
associatedÊwithÊdisconnectedÊinformation,Êdepartments,ÊandÊ
'--)"&'(".$!7+?.10.901;+.,1+%$6"$#!+5"11.106+(/.!0+10'&/06+4*+
'$')*!(!+='1($01+'$6+X'$<00+=1.,-+"$+"$60-0$60$(+10!0'1&/+
whichÊhasÊbeenÊcarriedÊoutÊoverÊtheÊlastÊseveralÊyears.

:+10&0$(+='1($01+10!0'1&/+-1.Y0&(;+2.1+0J'5-)0;+!,##0!(06+
(/'(+!"#$"%&'$(+"$2.15'(".$+Z4)"$6!-.(![+!("))+-01!"!(06+'2(01+(/0+
rollÊoutÊofÊmanyÊCRMÊprojectsÊdueÊtoÊinadequateÊintegrationÊ
40(300$+(/0+21.$(K.2%&0+'$6+4'&<K.2%&0+0$9"1.$50$(!3.ÊMoreÊ
recently,ÊitÊreportedÊthatÊnearlyÊ22%ÊofÊspendingÊinÊlarge-scaleÊ
CRMÊprojectsÊduringÊ2007ÊfocusedÊonÊbuildingÊtheÊfoundationsÊ
forÊend-to-endÊbusinessÊprocessÊmanagement4.ÊSimilarly,Ê
X'$<00+=1.,-+!,190*!+.$+>?@+'--)"&'(".$!+1090')06+(/'(+
45%ÊofÊrespondentsÊbelievedÊthatÊlackÊofÊintegrationÊbetweenÊ
departmentsÊandÊcriticalÊbusinessÊapplicationsÊwasÊtheÊsingleÊ
biggestÊtechnologyÊchallengeÊthatÊtheyÊfaced.ÊHighÊintegrationÊ
costsÊwereÊalsoÊcitedÊasÊaÊparticularÊproblem.

P1.$(K.2%&0+05-).*00!+,!0+AB?+-1.6,&(!+(.+!,--.1(+&,!(.501K
facingÊactivitiesÊsuchÊasÊsalesÊpipelineÊmanagement,ÊmarketingÊ
campaignÊorchestration,ÊandÊcustomerÊserviceÊdelivery.ÊBack-
.2%&0+05-).*00!;+.$+(/0+.(/01+/'$6;+60-0$6+.$+'&&.,$("$#+
andÊERPÊapplicationsÊtoÊsupportÊactivitiesÊsuchÊasÊinvoicing,Ê
&.))0&(".$!;+&'!/I.3+5'$'#050$(;+'$6+%$'$&"')+10-.1("$#7+
ThisÊcombinationÊofÊfactorsÊhasÊresultedÊinÊtheÊoperationÊofÊtwoÊ
-'1'))0);+4,(+!0-'1'(0;+&,!(.501+6'('!0(!Q+.$0+"$+(/0+4'&<K.2%&0+
3/"&/+"!+%$'$&"');+(1'$!'&(".$');+'$6+G,'$("('("90+"$+$'(,10;+'$6+
(/0+.(/01+"$+(/0+21.$(K.2%&0+3/"&/;+4*+&.$(1'!(;+"!+$.$K%$'$&"');+
interactional,ÊandÊqualitative.ÊAsÊaÊresult,ÊbusinessÊapplicationsÊ
haveÊstruggledÊtoÊaddressÊkeyÊbusinessÊprocessÊneedsÊwhereÊ
(/0+&,!(.501+)"20+&*&)0+&1.!!0!+(/0+21.$(K(.K4'&<K.2%&0+6"9"60;+
resultingÊin:Ê(1)ÊdepartmentalÊsilosÊofÊinformation,Ê(2)ÊunnecessaryÊ
'65"$"!(1'("90+.901/0'6+'$6+"$02%&"0$&"0!;+\]^+9014')+!"#$K.22+
requirementsÊandÊ(4)ÊprocessÊduplication.ÊTheseÊissuesÊcanÊ
impactÊmateriallyÊonÊcompanyÊperformance,ÊandÊaÊpracticalÊ
exampleÊofÊthatÊisÊdetailedÊonÊtheÊnextÊpage.

7
3>.,1&0L+_0*+"!!,0!+2.1+AB?+!(1'(0#*+'$6+"5-)050$('(".$;+='1($01+CDD`
4>.,1&0L+H/100+('&("&')+AB?+(10$6!+(.+&.$!"601+(/1.,#/+CDDa;+='1($01+CDDE
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="90$+(/0+$,5401+.2+-.(0$("')+-'1("0!+'$6+!('#0!+"$9.)906+"$+
orderÊmanagement:Ê(1)ÊaccountÊmanagement,Ê(2)ÊsalesÊorderÊ
processing,Ê(3)Êshipping,ÊandÊ(4)ÊaccountsÊreceivable,ÊerrorsÊor
omissionsÊatÊanyÊpointÊinÊtheÊprocessÊcanÊbeÊcostlyÊandÊtime-
&.$!,5"$#7+:66"(".$'))*;+21.$(K.2%&0+!('22;+!,&/+'!+'&&.,$(+
managersÊorÊcustomerÊserviceÊagents,ÊmayÊstruggleÊtoÊprovideÊ
orderÊstatusÊupdatesÊtoÊtheirÊcustomersÊbecauseÊofÊlimitedÊ
visibilityÊonÊtheÊtransactionalÊinformationÊcontainedÊinÊtheÊback-
.2%&0+!*!(057

H/0+3.1<I.3+5'$'#050$(+&'-'4")"("0!+.2+(.6'*b!+RBS+'$6+
CRMÊapplicationsÊhaveÊmadeÊsomeÊprogressÊinÊaddressingÊ
theseÊissuesÊbyÊintroducingÊexceptionsÊmonitoring,ÊmandatoryÊ
%0)6!;+'$6+105.9"$#+(/0+$006+(.+10K<0*+'$6+10K&/0&<+"$2.15'(".$+
asÊtransactionsÊpassÊfromÊoneÊstageÊtoÊtheÊnext.ÊThisÊinÊitself,Ê
however,ÊdoesÊnotÊfullyÊaddressÊorderÊmanagementÊifÊtheÊback-
.2%&0+0$9"1.$50$(+105'"$!+6"!&.$$0&(06+21.5+(/0+21.$(K.2%&0
system.ÊIfÊaÊmemberÊofÊtheÊsalesÊteam,ÊforÊexample,ÊgeneratesÊ
aÊquoteÊbasedÊonÊout-of-dateÊpricingÊinformationÊorÊstockÊ
availability,ÊandÊsubsequentlyÊconvertsÊthisÊquoteÊintoÊaÊ
&,!(.501+.1601;+"(+"!+)"<0)*+(/'(+(/"!+011.1+3"))+.$)*+40+"60$("%06+
laterÊatÊtheÊorderÊapprovalÊorÊshippingÊstage.ÊTheÊorderÊwillÊneedÊ
toÊbeÊpassedÊbackÊtoÊtheÊsalespersonÊforÊcorrectionÊandÊthenÊ
10-1.&0!!06+4*+(/0+%$'$&0+60-'1(50$(7+

AsÊaÊresult,ÊorderÊcompletionÊisÊdelayedÊforÊtheÊcustomer,Ê
administrativeÊcostÊincreasedÊforÊtheÊcompanyÊandÊworkloadÊ
"!+,$$0&0!!'1")*+6,-)"&'(06+2.1+!')0!+'$6+%$'$&0+!('227+A)0'1)*;+
whereÊthisÊscenarioÊarisesÊonÊaÊregularÊbasis,ÊitÊwillÊimpact
$0#'("90)*;+'$6+!"#$"%&'$()*;+.$+.901'))+&,!(.501+!'("!2'&(".$;+'!+
wellÊasÊincreasingÊtransactionalÊcostÊonÊanÊexponentialÊbasis.

H/0+'"5+.2+21.$(K(.K4'&<K.2%&0+"$(0#1'(".$;+(/0102.10;+"!+
toÊbringÊtogetherÊdisconnectedÊbusinessÊprocessesÊ(e.g.Ê
quote-to-orderÊandÊorder-to-cashÊasÊpartÊofÊtheÊoverallÊorderÊ
managementÊprocess),ÊapplicationsÊ(CRMÊandÊERP)ÊandÊ
6'('!0(!+\%$'$&"')+6'('+'$6+$.$K%$'$&"')^;+'$6+(1'$ !)'(0+(/05+
intoÊaÊmechanismÊto:Ê(1)ÊmanageÊcustomerÊrelationshipsÊmoreÊ
0220&("90)*;+\C^+106,&0+&.!(!;+\]^+"$&10'!0+-1.%('4")"(*+'$6+\c^+
achieveÊsustainableÊcompetitiveÊadvantageÊoverÊtheÊlongÊ
term.ÊAccordingly,ÊtheÊoverridingÊobjectiveÊforÊSageCRM,Ê
withinÊtheÊcontextÊofÊCRMÊ2010,ÊisÊtoÊmakeÊitÊeasierÊthanÊ
0901+2.1+>?@!+(.+)0901'#0+(/0+40$0%(!+.2+21.$(K(.K4'&<K
.2%&0+"$(0#1'(".$+3"(/.,(+(/0+&.!(+'$6+&.5-)0J"(*+' !!.&"'(06+
withÊtheÊareaÊpreviously.ÊAndÊwhileÊintegrationÊwillÊbeÊaÊ
focusÊforÊtheÊentireÊfamilyÊofÊSageÊCRMÊSolutions,ÊincludingÊ
SageÊSalesLogixÊandÊACT!ÊbyÊSage,ÊitÊwillÊbeÊrealizedÊmostÊ
comprehensivelyÊwithinÊtheÊSageCRMÊproduct.
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Figure 4: Front-Of®ce Or Back-Of®ce Oriented Purchase Requirements
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Front-Of®ce Or Back-Of®ce Oriented 
Purchase Requirements

SageÊinterviewedÊtwoÊdistinctÊcategoriesÊofÊsoftwareÊdecision-
makerÊduringÊourÊresearch:Ê(1)ÊthoseÊalignedÊprimarilyÊtoÊfront-
.2%&0+.-01'(".$!+'$6+\C^+(/.!0+')"#$06+-1"5'1")*+(.+4'&<K.2%&0+
operations.ÊWhileÊCRMÊapplicationsÊhaveÊanÊimportantÊroleÊ
"$+4.(/+&'(0#.1"0!+.2+60&"!".$+5'<01;+(/010+3010+!"#$"%&'$(+
variancesÊinÊtheÊprioritizationÊofÊfunctionalityÊandÊtheÊpreferredÊ
scopeÊofÊanyÊpotentialÊsolution.

d,1+10!0'1&/+1090')06+(/'(+21.$(K.2%&0K.1"0$(06+60&"!".$K
makersÊareÊtypicallyÊseniorÊexecutivesÊinÊsales,Êmarketing,Ê
orÊcustomerÊserviceÊfunctionsÊandÊcontinueÊtoÊseekÊoutÊ
solutionsÊthatÊenableÊthemÊtoÊpursueÊthreeÊtraditionalÊcoreÊ
objectives:Ê(1)ÊdevelopÊdeeperÊcustomerÊinsight,Ê(2)ÊfosterÊ
customer-centeredÊcollaborationÊacrossÊteamÊmembers,ÊandÊ
(3)ÊprovideÊaÊconsistentÊandÊseamlessÊcustomerÊexperienceÊ
onÊanÊon-goingÊbasis.ÊThereÊis,Êhowever,ÊgreaterÊdemandÊ
todayÊforÊaccessÊtoÊnon-CRMÊdataÊandÊfunctionalityÊinÊorderÊ
toÊimproveÊuserÊproductivityÊandÊcustomerÊinsight.ÊTheÊ
SageCRMÊproductÊstrategyÊforÊthisÊcategoryÊofÊdecision-
maker,Êtherefore,ÊfocusesÊonÊtheÊprovisionÊofÊaÊpowerful,ÊÊ
Web-basedÊCRMÊsolutionÊwhichÊalsoÊsurfacesÊERP-derivedÊ
dataÊandÊfunctionalityÊtoÊusersÊseamlesslyÊandÊintuitively.ÊWeÊ
10201+(.+(/"!+'!+(/0+RBSK'3'10+21.$(K.2%&07

@'&<K.2%&0+.1"0$(06+60&"!".$K5'<01!;+.$+(/0+.(/01+/'$6;+'10+
5.10+)"<0)*+(.+,!0+(/0+%$'$&0+60-'1(50$(+'!+(/0+41"6#0/0'6+
forÊprojectsÊwhichÊextendÊbusinessÊapplicationsÊthroughoutÊtheÊ
organization,ÊandÊpotentiallyÊbeyondÊtoÊexternalÊpartiesÊsuchÊ
asÊsuppliers.ÊTheyÊareÊmoreÊlikelyÊtoÊpurchaseÊaÊCRMÊsolutionÊ
withinÊtheÊcontextÊofÊanÊoverallÊsystemsÊreplacementÊproject.Ê
InÊparticular,ÊtheyÊareÊmotivatedÊbyÊsolutionsÊthatÊdeliverÊcross-
functionalÊcapabilitiesÊonÊaÊconsistentÊbasisÊandÊcoordinateÊ
3.1<I.3+.1&/0!(1'(".$+.$+'+,$"%06+4'!"!7+>"#$"%&'$()*;+
theseÊdecision-makersÊnotÊonlyÊdemandÊtheÊcomplementaryÊ
&'-'4")"("0!+(/'(+RBS+!*!(05!+60)"901+(.+21.$(K.2%&0+,!01!+\'!+
60!&1"406+"$+(/0+RBSK'3'10+4'&<K.2%&0+!0&(".$+'4.90^;+4,(+')!.+
$006+(.+)0901'#0+(/0+&.))'4.1'("90+'$6+3.1<I.3+5'$'#050$(+
capabilitiesÊofÊCRMÊapplicationsÊinÊorderÊtoÊaddÊvalueÊtoÊtheirÊ
4'&<K.2%&0+<$.3)06#0+3.1<01!Q+10201106+(.+'!+(/0+AB?K-.30106+
4'&<K.2%&07+H/0+>'#0AB?+-1.6,&(+!(1'(0#*+2.1+(/"!+&'(0#.1*+.2+
decision-maker,Êtherefore,ÊfocusesÊonÊtheÊdeliveryÊofÊsolutionsÊ
andÊsuitesÊwhichÊwillÊprovideÊaÊfullyÊrealized,ÊCRM-at-its-core,Ê
21.$(K.2%&0+'$6+4'&<K.2%&0+0$9"1.$50$(+3/"&/+"!+2.,$606+,-.$+
aÊconsistentÊlookÊandÊfeelÊthroughoutÊtheÊapplication,ÊalongÊwithÊ
commonÊcomponentsÊacrossÊareasÊsuchÊasÊreporting,Êanalytics,Ê
'$6+3.1<I.37
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Figure 5: SageCRM Overview
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Delivering Against The SageCRM Product Vision

SageCRMÊcontinuesÊtoÊprovideÊaÊcomprehensive,Êbest-in-
classÊCRMÊsolutionÊwhichÊoffersÊfunctionalÊdepthÊandÊbreadthÊ
toÊusers,ÊasÊwellÊasÊeaseÊofÊdeploymentÊandÊsupport,ÊandÊ
aÊlowÊtotalÊcostÊofÊownershipÊ(TCO)ÊforÊSMBÊorganizations.Ê
Accordingly,ÊourÊproductÊvisionÊdetailsÊtheÊwideÊrangingÊ
enhancementsÊthatÊwillÊcomeÊon-streamÊwithinÊtheÊproductÕsÊ
coreÊfunctionalÊcapabilitiesÊandÊplatformÊoverÊtheÊperiodÊ
(.+CDFD7+:66"(".$'))*;+4*+0$/'$&"$#+(/0+')10'6*+!"#$"%&'$(+
integrationÊcapabilitiesÊinÊSageCRM,ÊtheÊproductÊwillÊalsoÊ
deliverÊaÊrangeÊofÊexcitingÊandÊhighlyÊinnovativeÊfeaturesÊ
2.1+4.(/+21.$(K.2%&0+'$6+4'&<K.2%&0+,!01!+')"<07+H/0!0+
featuresÊwillÊbeÊprovidedÊonÊaÊlow-cost,Êlow-complexityÊ
4'!"!Q+'+!"#$"%&'$(+'69'$('#0+2.1+>?@+.1#'$"U'(".$! 7+H/0!0+
developmentsÊareÊsummarizedÊinÊtheÊdiagramÊaboveÊandÊ
discussedÊinÊfurtherÊdetailÊinÊtheÊsectionsÊthatÊfollow.

Extending SageCRM Integration Capabilities

Integration capabilities today

SageCRMÊalreadyÊprovidesÊout-of-the-boxÊintegrationÊwithÊ
aÊwideÊrangeÊofÊmarket-leadingÊSageÊERPÊproductsÊtoday;Ê
enablingÊCRMÊusersÊtoÊleverageÊERP-derivedÊdataÊandÊ
2,$&(".$')"(*+!0'5)0!!)*+3"(/"$+(/0"1+21.$(K.2%&0+'&("9"("0!7

SalesÊusersÊcan,ÊforÊexample,ÊaccessÊcustomerÊtransactionÊ
/"!(.1*+(.+0!('4)"!/+"2+'$+"$9."&0+"!+-'!(+6,0;+.1+&.$%#,10+-1"&"$#++
forÊaÊquotationÊusingÊfunctionalityÊandÊdataÊderivedÊdirectlyÊfromÊ
theirÊERPÊsystem.ÊToday,ÊSageCRMÊisÊavailableÊtoÊcompaniesÊ
asÊaÊstandaloneÊsolutionÊwhichÊcanÊbeÊintegratedÊwithÊtheirÊ
incumbentÊSageÊERPÊsystem,ÊorÊasÊpartÊofÊsingleÊSageÊExtendedÊ
EnterpriseÊsuite.

Integration capabilities in the future

TheÊSageCRMÊproductÊvisionÊcommitsÊtoÊbuildÊuponÊthisÊalreadyÊ
&.$!"601'4)0+-)'(2.15+2.1+21.$(K(.K4'&<K.2%&0+"$(0#1'(".$7+T$+
theÊfuture,ÊSageCRMÊwillÊprovideÊcustomersÊwithÊevenÊgreaterÊ
choiceÊaroundÊtheirÊincumbentÊbusinessÊsystems,ÊenablingÊthemÊ
(.+601"90+10')+9'),0+21.5+,$"%06+&,!(.501+6'('+'$6+0$6K(.K0$6+
businessÊprocesses,ÊregardlessÊofÊwhetherÊtheyÊrequireÊaÊCRMÊ
solutionÊthatÊintegratesÊwithÊaÊpre-existingÊSageÊERPÊinstallation,Ê
orÊareÊreplacingÊmultiple,Êdisparate,Êthird-partyÊsystemsÊwithÊ
aÊsingle,Êfully-integratedÊSageÊExtendedÊEnterpriseÊSuite.ÊTheÊ
>'#0AB?+S1.6,&(+V"!".$+3"))+60)"901+!"#$"%&'$(+40$0%(!+(.+21.$(K
.2%&0+'$6+4'&<K.2%&0+,!01!+')"<07+e0+3"))+40+4,")6"$#+.,(+(/100+
areasÊinÊparticularÊtoÊsupportÊtheÊdeliveryÊofÊthisÊvision:Ê(1)ÊtheÊ
RBSK'3'10+21.$(K.2%&0;+\C^+(/0+AB?K-.30106+4'&<K.2%&0+'$6+\]^+
theÊcross-applicationÊportal.
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1. The ERP-Aware Front-Of®ce

TheÊSageCRMÊProductÊVisionÊcontinuesÊtoÊdeliverÊagainstÊourÊ
.4Y0&("90+.2+-1.9"6"$#+'+(1,)*+RBSK'3'10+21.$(K.2%&0+!*!(057+
T(+3"))+05-.301+21.$(K.2%&0+,!01!+2,1(/01+4*+#"9"$#+(/05+
unprecedentedÊaccessÊtoÊkeyÊERPÊcapabilitiesÊwhichÊcanÊ
40+2,))*+60%$06+"$+'&&.16'$&0+3"(/+4,!"$0!!+$006!7+B0&0$(+
developments,ÊsuchÊasÊtheÊintroductionÊofÊaÊnewÊtradingÊaccountÊ
entity,ÊunderpinÊthisÊstrategicÊvisionÊandÊfacilitateÊaccurateÊ
!*$&/1.$"U'(".$+40(300$+6'('+-."$(!+'&1.!!+(/0+21.$(K.2%&0+'$6+
4'&<K.2%&0+0$9"1.$50$(!7+T$+(/0+$0'1+2,(,10;+(/0+9"1(,')+0$("(*+
capabilityÊinÊSageCRMÊwillÊmakeÊitÊpossibleÊtoÊsurfaceÊERP-
derivedÊentitiesÊsuchÊasÊshipmentÊdate,ÊcreditÊlimit,ÊorÊinvoicesÊ
throughÊtheÊCRMÊinterfaceÊinÊaÊhighlyÊcustomizableÊfashion.ÊThisÊ
(1'$!)'(0!+"$(.+)"5"()0!!+I0J"4")"(*+'1.,$6+(/0+RBS+"$2.15'(".$+
'$6+!019"&0!+(/'(+&'$+40+60)"90106;+"$K&.$(0J(;+(.+21.$(K.2%&0+
users.ÊAdditionally,ÊitÊwillÊbeÊpossible,Êout-of-the-box,ÊtoÊleverageÊ
&.54"$06+21.$(K.2%&0+'$6+4'&<K.2%&0+6'('+"$+>'#0AB?+3"(/"$+
dashboards,Êreports,ÊmailÊmerges,ÊandÊcustomerÊsegmentationÊ
'&("9"("0!7+A.55.$+3.1<I.3+.1&/0!(1'(".$+'&1.!!+(/0+21.$(K
.22&0+'$6+4'&<K.2%&0+0$9"1.$50$(!+3"))+-1.9"60+>'#0AB?+
usersÊwithÊzeroÊprocessÊdisconnect,ÊeliminatingÊmanualÊprocessÊ
bottlenecksÊandÊimprovingÊtransactionÊaccuracyÊthroughout.Ê
Critically,ÊERPÊbusinessÊlogicÊisÊrespectedÊatÊallÊtimes,ÊfacilitatingÊ
decentralizedÊempowermentÊwhileÊensuringÊcentralizedÊcontrolÊ
andÊgovernanceÊatÊtheÊsameÊtime.ÊFinally,ÊSageCRMÊintegrationÊ
capabilitiesÊwillÊcontinueÊtoÊbeÊmadeÊavailableÊtoÊcustomersÊ
out-of-the-boxÊwithoutÊtheÊneedÊforÊexpensiveÊmiddlewareÊorÊ
integrationÊservices.

2. The CRM-Powered Back-Of®ce

AÊsubstantialÊmarketÊdifferentiatorÊforÊSageCRMÊwillÊbeÊitsÊfacilityÊ
(.+0$'4)0+4'&<K.2%&0+,!01!+(.+)0901'#0+&.10+AB?+&'-'4")"("0!+
withinÊtheirÊSageÊERPÊsystem.ÊThisÊwillÊaddÊextensiveÊ
&.))'4.1'("90+'$6+3.1<I.3+5'$'#050$(+&'-'4")"("0!+(.+(/0"1+
4'&<K.2%&0+0$9"1.$50$(7+d(/01+!-0&"%&+0J'5-)0!+"$&),60L

W++@'&<K.2%&0+,!01!+&'$+!&/06,)0+'&("9"("0!+'#'"$!(+4'&<K.2%&0+
accountÊrecords,Êe.g.ÊremittanceÊreminderÊcalls.

W++@'&<K.2%&0+,!01!+&'$+'66+.1+5'"$('"$+$.(0!;+.1+&'-(,10+
&,!(.501+"$(01'&(".$!+'!!.&"'(06+3"(/+4'&<K.2%&0+0$("("0!+
suchÊasÊinvoices.

W++A1.!!K'--)"&'(".$+3.1<I.3+&'$+40+,!06+(.+2,))*+5'$'#06+
activitiesÊsuchÊasÊcreditÊcontrol.Ê

W++8.&,50$(!+10)'("$#+(.+4'&<K.2%&0+0$("("0!+!,&/+'!+'&&.,$(!;+
creditÊnotes,ÊorÊinvoicesÊcanÊbeÊheldÊinÊCRM.

W++Self-ServiceÊcapabilitiesÊenableÊcustomersÊtoÊsecurelyÊaccessÊ
account,Êinvoice,Êpayment,ÊorÊdeliveryÊdetailsÊonline,ÊreducingÊ
theÊneedÊforÊthemÊtoÊcontactÊtheÊaccountsÊdepartmentÊwithÊ
day-to-dayÊinquiries.
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www.sage.com

SAGE CRM

BACK-OFFICE USERS

BACK-OFFICE ENVIRONMENT

CUSTOMERS
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1)ÊAccessÊaccount,Êdelivery,Êinvoice,ÊandÊ
paymentÊhistoryÊsecurelyÊonlineÊÊ

2)ÊLogÊandÊprogressÊcustomerÊserviceÊ
casesÊonline

�4�H�E���#�2�-���0�O�W�E�R�E�D���"�A�C�K�
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1)ÊAccessÊaccount,Êdelivery,Êinvoice,ÊandÊpaymentÊ
historyÊsecurelyÊonlineÊÊ

2)ÊLogÊandÊprogressÊcustomerÊserviceÊcasesÊonline

�4�H�E���%�2�0�
�!�W�A�R�E 
�&�R�O�N�T�
�/�F�l�C�E

(1)ÊAccessÊaccountÊ
/ÊorderÊ/ÊstockÊinfor-
mationÊinÊreal-time
(2)ÊManageÊordersÊ
moreÊeffectively

(3)ÊManageÊ
performanceÊmoreÊ
effectivelyÊthroughÊ
cross-applicationÊ
dashboardsÊandÊ
reports

�#�O�L�L�A�B�O�R�A�T�I�V�E��
�#�A�P�A�B�I�L�I�T�I�E�S

�7�O�R�K�m�O�W��
�#�A�P�A�B�I�L�I�T�I�E�S

�$�A�T�A���6�I�E�W�I�N�G��
�#�A�P�A�B�I�L�I�T�I�E�S

�0�A�Y�M�E�N�T�S �!�C�C�O�U�N�T���(�I�S�T�O�R�Y

�)�N�V�O�I�C�E�S�0�R�O�O�F���O�F���$�E�L�I�V�E�R�Y

3. The Cross-Application Portal

BuildingÊonÊtheÊproductÕsÊalreadyÊextensiveÊWeb-basedÊcustomerÊself-serviceÊcapabilities,ÊaÊcross-applicationÊportalÊwillÊbeÊ
incorporatedÊintoÊSageCRM.ÊTheÊSageCRMÊcross-applicationÊportalÊwillÊprovideÊaÊhighlyÊcustomizedÊandÊpersonalizedÊuserÊ
experienceÊwhichÊwillÊallowÊindividualsÊtoÊquicklyÊsurfaceÊandÊaggregateÊallÊofÊtheÊkeyÊinformationÊandÊfunctionalityÊthatÊtheyÊneedÊtoÊ
6.+(/0"1+Y.4+.$+'+6'")*+4'!"!7+f!"$#+(/0+600-+"$(0#1'(".$+40(300$+>'#0AB?+'$6+(/0+>'#0+4'&<K.2%&0+0$9"1.$50$(;+(/0+-.1(')+3"))+')).3+
,!01!+(.+41"$#+(.#0(/01+AB?+'$6+RBS+&'-'4")"("0!+3"(/"$+'+!"$#)0;+"$(,"("90;+e04K4'!06+"$(012'&07+>"#$"%&'$()*;+(/0+&1.!!K'--)"&'(".$+
&'-'4")"("0!+.2+(/0+>'#0AB?+-.1(')+3"))+50'$+(/'(+10-.1(!+'$6+6'!/4.'16!+&'$+40+&.$%#,106+(.+60)"901+('").106;+-012.15'$&0+'$')*!"!+
'&1.!!+'+3"60+1'$#0+.2+_ST!;+10#'16)0!!+.2+3/0(/01+(/0"1+,$601)*"$#+6'('+10!"60!+"$+(/0+21.$(K.2%&0+.1+4'&<K.2%&0+.1+4.(/7

Figure: 6 Extending SageCRM Integration Capabilities
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Extending SageCRM Core CRM Capabilities

Integration capabilities today

Today,ÊSageCRMÊisÊaÊpowerful,Êmulti-award-winning,ÊfullÊ
suiteÊCRMÊsolutionÊwhichÊprovidesÊextensiveÊout-of-the-boxÊ
capabilitiesÊacross:Ê(1)ÊcontactÊmanagement,Ê(2)ÊsalesÊforceÊ
automationÊandÊmanagement,Ê(3)ÊmarketingÊandÊcampaignÊ
5'$'#050$(;+'$6+\c^+&,!(.501+!019"&0+',(.5'(".$7+80!"#$06+
toÊdriveÊuserÊadoption,ÊSageCRMÊprovidesÊon-screenÊcoachingÊ
throughoutÊandÊaÊfullÊsuiteÊofÊtrainingÊtoolsÊtoÊassistÊfrequentÊandÊ
occasionalÊusersÊalike.

H/0+-1.6,&(+"!+0'!*+2.1+,!01!+(.+!0(+,-+'$6+&.$%#,10+3"(/+(/0+
abilityÊtoÊpersonalizeÊtheirÊexperienceÊthroughÊwizardsÊandÊ
codelessÊcustomization.ÊAsÊaÊfullyÊWeb-architectedÊsolution,Ê
usersÊaccessÊitÊthroughÊtheirÊbrowserÊinÊtheirÊfamiliarÊandÊeasy-
to-navigateÊWebÊinterface.ÊSageCRMÊalsoÊintegratesÊseamlesslyÊ
3"(/+.2%&0+-1.6,&("9"(*+'--)"&'(".$!+!,&/+'!+?"&1.!.2(+d,()..<;+
Word,ÊandÊExcel.ÊSageCRMÊcoreÊcurrentÊfunctionalÊcapabilitiesÊ
areÊsummarizedÊbelow.

Sales Marketing Customer Service Cross Functional

W++A.$('&(Ê
management

W++Account
management

W++Activity
management

W++CalendarÊmanagement

W++Pipeline
management

W++OpportunityÊ
management

W++TerritoryÊmanagement

W++OrderÊmanagement

W++TeamÊcollaboration

W++A'5-'"#$+5'$'#050$(

W+LeadÊmanagement

W++8.&,50$(+5'$'#050$(

W+MailÊmerge

W+Web-to-lead

W++OutboundÊcallÊ
management

W++Template-based
mail/e-mail

W++A,!(.501Ê
self-service

W++Incident
managementÊ
andÊescalation

W++CallÊmanagement

W++CaseÊmanagementÊandÊ
tracking

W++CTIÊIntegration

W+e.1<I.3

W++8'!/4.'16!gB0-.1("$#

W++Multi-lingual/
Multi-currency
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Core CRM capabilities in the future

WhileÊweÊbelieveÊthatÊSageCRMÊprovidesÊaÊhighlyÊcompellingÊcombinationÊofÊprice,Êperformance,ÊandÊfunctionalityÊforÊtheÊSMBÊmarketÊ
today,ÊweÊwillÊcontinueÊtoÊbroadenÊandÊdeepenÊtheÊproductÕsÊcoreÊcapabilitiesÊonÊanÊon-goingÊbasis.ÊUnlikeÊotherÊsolutionsÊinÊtheÊ
5'1<0(-)'&0;+>'#0+40)"090!+(/'(+>?@!+!/.,)6+$.(+40+10G,"106+(.+&'11*+.,(+0J(0$!"90+&.$%#,1'(".$+'$6+&,!(.5"U'(".$+(.+'&/"090+&.10+
&'-'4")"("0!+'1.,$6+(/0"1+-1"5'1*+21.$(K.2%&0+'&("9"("0!7+P,(,10+-1.6,&(+0$/'$&050$(!+3"))+)0901'#0+>'#0+AB?+>.),(".$+(0&/$.).#*+
strategyÊandÊaÊrangeÊofÊcommonÊcomponentsÊthatÊwillÊspanÊourÊentireÊfamilyÊofÊCRMÊproducts.ÊAÊselectionÊofÊSageCRMÊcoreÊcurrentÊ
functionalÊcapabilitiesÊareÊsummarizedÊbelow.

Sales Marketing Customer Service Cross Functional

W+B>>+2006!

W+SocialÊnetworking

W++Relationship
mapping

W++EnhancedÊOutlookÊ
integration

W++:69'$&06+0K5'")+
marketing

W++EnhancedÊresponseÊ
management

W++8*$'5"&+.$)"$0+!,190*!+

W++R$/'$&06Ê
knowledgeÊbase

W++R$/'$&06+5.4")0+
deployment

W++ÊEnhancedÊreportingÊandÊ
businessÊintelligence

W++EnhancedÊWeb-basedÊ
self-service
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Extending SageCRM Web capabilities

Web capabilities today

Today,ÊSageCRMÊisÊprovidedÊon-premiseÊorÊon-demand.Ê
BecauseÊbothÊmodelsÊareÊbasedÊonÊtheÊsameÊcodebase,Ê
customersÊhaveÊcompleteÊchoiceÊwithoutÊhavingÊtoÊcompromiseÊ
onÊfunctionalityÊorÊease-of-deploymentÊandÊmaintenance.Ê
Additionally,ÊbecauseÊtheÊproductÊisÊentirelyÊWeb-architectedÊ
andÊhasÊfullyÊpublishedÊWeb-servicesÊAPIs,ÊcustomersÊcanÊ
integrateÊrapidlyÊandÊcost-effectivelyÊwithÊon-demandÊservicesÊ
asÊwellÊasÊvarietyÊofÊWebÊ2.0-basedÊinnovationsÊsuchÊasÊonlineÊ
communities,Êblogs,ÊandÊwikis.ÊThisÊprovidesÊforÊsubstantialÊ
extensibilityÊoverÊtheÊlifetimeÊofÊtheÊsolution.

Web capabilities in the future

OneÊofÊtheÊmajorÊinnovationsÊplannedÊforÊtheÊSageCRMÊSaaSÊ
platformÊisÊtheÊabilityÊtoÊintegrateÊtheÊSageCRMÊon-demandÊ
solutionÊwithÊSageÊERPÊproducts.ÊThis,Êagain,ÊwillÊexpandÊuponÊ
.,1+9"!".$+(.+5'<0+21.$(K(.K4'&<K.2%&0+"$(0#1'(".$+'9'")'4)0+
toÊSMBsÊonÊaÊlowÊcost,ÊlowÊcomplexityÊbasis.ÊOurÊcustomers,Ê
(/0102.10;+3"))+40$0%(+21.5+(/0+,$-10&060$(06+&/."&0+'!+(.+
howÊtheyÊwishÊtoÊutilizeÊtheirÊbusinessÊapplicationsÊwithoutÊ
anyÊcompromiseÊwithÊregardÊtoÊfunctionalityÊorÊintegration.Ê
Additionally,ÊweÊwillÊbeginÊtoÊbuild-outÊsubstantialÊcapabilitiesÊ
aroundÊWebÊ2.0ÊandÊcontext-awareÊservicesÊtoÊdeliverÊmoreÊ
capabilitiesÊout-of-the-boxÊforÊourÊcustomers.ÊRSS-enabledÊ
consumptionÊofÊcontent,ÊforÊexample,ÊcouldÊbeÊusedÊtoÊ
propagateÊtradingÊupdatesÊagainstÊaÊparticularÊcompanyÊrecordÊ
withinÊSageCRM.

A Comprehensive Technology Strategy

AÊcomprehensiveÊtechnologyÊstrategyÊunderpinsÊtheÊSageCRMÊ
ProductÊVision,ÊprovidingÊaÊroadmapÊandÊarchitectureÊforÊtheÊ
developmentÊofÊcompellingÊWebÊ2.0Êservices,ÊasÊwellÊasÊtheÊ
seamlessÊconsumptionÊofÊSage-providedÊandÊpartner-providedÊ
on-demandÊservicesÊbyÊtheÊproduct.

H/0+(0&/$.).#*+!(1'(0#*+&10'(0!+!"#$"%&'$(+9'),0+2.1+.,1+
customers,Êincluding:

+W++P)0J"4")"(*L+.1#'$"U'(".$!+&'$+40$0%(+21.5+(/0+&.55.$+
componentsÊapproachÊtoÊdevelopment,ÊenablingÊthemÊtoÊ
combineÊnewÊsoftwareÊmodulesÊeasilyÊasÊtheirÊbusinessÊ
requirementsÊchangeÊoverÊtime.

+W++Integration:ÊorganizationsÊcanÊmanageÊend-to-endÊ
businessÊprocessesÊseamlesslyÊwithÊbest-in-class,Ê
!('$6'16!K4'!06;+"$(0#1'(".$+(.+>'#0+4'&<K.2%&0+
applications,ÊasÊwellÊasÊinteroperationÊwithÊotherÊSageÊ
21.$(K.2%&0+!.),(".$!+!,&/+'!+:AHO7+

+W++SoftwareÊasÊaÊServiceÊ(SaaS):ÊorganizationsÊcanÊchooseÊtoÊ
accessÊtheirÊapplicationsÊon-premiseÊorÊon-demand.

+W++InternetÊServices:ÊorganizationsÊcanÊextendÊtheirÊSageCRMÊ
installationÊeasilyÊbyÊattachingÊaÊportfolioÊofÊvalue-added,Ê
on-demandÊservices.

Ê

+W++AccessÊAwareness:ÊorganizationsÊcanÊchooseÊtoÊaccessÊ
SageCRM,ÊwhetherÊconnectedÊorÊdisconnected,ÊfromÊaÊ
rangeÊofÊdevicesÊsuchÊasÊrichÊclients,ÊWebÊterminals,ÊandÊ
!5'1(+-/.$0!;+&.$%60$(+(/'(+(/0+40!(+,!01+0J-01"0$& 0+"!+
alwaysÊavailable.

Common Components

TheÊSageCRMÊproductÊvisionÊisÊsupportedÊbyÊaÊpracticalÊ
programÊforÊadoptionÊofÊcommonÊcomponentsÊandÊframeworksÊ
acrossÊtheÊproductÊlines.ÊWhileÊinitiallyÊfocusedÊonÊnewÊfeatureÊ
development,ÊwhereÊtheÊbiggestÊROIÊisÊlikelyÊtoÊbeÊobtained,ÊtheÊ
programÊwillÊeventuallyÊencompassÊstrategicÊareas,ÊwhichÊwouldÊ
40$0%(+21.5+'+&.55.$+'--1.'&/+'&1.!!K'--)"&'(".$!7+H/0+)"!(+
ofÊcommonÊcomponentsÊwillÊevolveÊandÊchangeÊasÊnewÊfeaturesÊ
areÊintroduced,Êhowever,ÊtheseÊwillÊlikelyÊencompass:Ê

+W++CommonÊuserÊexperienceÊwithÊaÊsetÊofÊcomponents,Ê
includingÊicons,Ênavigation,Êwizards,Êsetup,ÊandÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊÊ
lookÊandÊfeel.Ê

+W++CommonÊapproachÊtoÊbusinessÊintelligence,ÊsupportingÊtheÊ
connected,Êintegrated,ÊandÊstandaloneÊmarketsÊforÊCRM.Ê

+W++>/'106+6'('+'&&0!!+)'*01+&.5-.$0$(!;+')).3"$#+/"#/K%60)"(*+
accessÊtoÊsupportedÊdatabasesÊwithoutÊnecessitatingÊtheÊ
traditionalÊoverheadÊofÊmultipleÊdatabaseÊsupport.

+W++A.55.$+'--1.'&/+(.+3.1<I.3+5'$'#050$(+3/"&/+"!+$.(+
limitedÊtoÊactualÊcomponentsÊforÊdesignÊandÊrulesÊexecution,Ê
thisÊwillÊalsoÊencompassÊaÊcommonÊapproachÊacross-
'--)"&'(".$!+(.+/'$6)"$#+"$2.15'(".$+,$601+(/0+Z&.$(1.)[+.2+
3.1<I.3+'$6+'+&.55.$+2.15'(+2.1+0J&/'$#0+.2+"$2.15'(".$+
2.1+3.1<I.3+0$'4)050$(7
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Services-Based Integration

>"$&0+901!".$+`7F+.2+(/0+-1.6,&(;+>'#0AB?+/'!+!,--. 1(06+
Web-servicesÊbasedÊintegrationÊwithÊotherÊapplicationsÊ
throughÊaÊcommonÊCRMÊintegrationÊcontractÊknownÊasÊtheÊ
IntegrationÊFramework.ÊToÊdate,ÊtheÊIntegrationÊFrameworkÊ
hasÊbeenÊusedÊtoÊdeliverÊintegrationsÊwithÊSageÊERPÊproductsÊ
suchÊas:ÊAccpacÊERPÊandÊSageÊMASÊ90/200.

Services-basedÊintegrationÊisÊaÊkeyÊstrandÊofÊtheÊCRMÊ2010Ê
technologyÊstrategy,ÊandÊanÊapproachÊthatÊwillÊbeÊappliedÊ
toÊotherÊSageÊCRMÊSolutionsÊinÊtheÊnearÊfuture.ÊAÊparticularÊ
advantageÊofÊthisÊapproachÊisÊthatÊitÊisÊindependentÊofÊanyÊ
particularÊimplementation.ÊAnyÊserviceÊproviderÊorÊserviceÊ
consumer,Êtherefore,ÊcanÊimplementÊtheÊcontract.ÊThisÊleadsÊ
(.+I0J"4)0;+)"#/(30"#/(;+)..!0)*K&.,-)06+"$(0#1'(".$!7+R'&/+
applicationÊcanÊchooseÊtoÊpublishÊinformation,ÊasÊwellÊasÊ
consumeÊinformation.ÊThisÊsameÊsystemÊisÊthenÊusedÊtoÊ
generateÊfeedsÊofÊinformationÊfromÊtheÊCRMÊapplicationÊsoÊ
thatÊcustomersÊcanÊviewÊinformationÊthroughÊaÊstandardÊWebÊ
browserÊorÊfeedÊreader.

TheÊsystemÊcanÊbeÊusedÊforÊsimpleÊthird-partyÊapplicationÊ
integration,ÊorÊbuildingÊcompositeÊapplicationsÊsuchÊasÊsimpleÊ
salesÊordering,ÊstockÊcontrol,ÊandÊcreditÊmanagement.ÊThird-partyÊ
developersÊcouldÊmakeÊfullÊuseÊofÊthisÊsystemÊtoÊreadÊandÊwriteÊ
informationÊinÊSageCRM.ÊFinally,ÊSageÊCRMÊSolutionsÊprogressÊ
towardsÊtheÊadoptionÊofÊnewÊWeb-OrientedÊArchitectureÊ(WOA)

standardsÊsuchÊasÊReallyÊSimpleÊSyndicationÊ(RSS),ÊAtomÊ(aÊ
simpleÊwayÊtoÊreadÊandÊwriteÊinformationÊonÊtheÊWeb),ÊandÊ
RepresentationalÊStateÊTransferÊ(REST)ÊtoÊensureÊthatÊtheÊ
integrationÊcapabilityÊofÊtheÊproductsÊevolveÊtoÊprovideÊservices-
4'!06+"$(0#1'(".$+21.5+'))+-1.6,&(+)"$0!7+H/0+40$0%(+.2+!019"&0!K
basedÊintegrationÊisÊhavingÊaÊsingleÊAPIÊthatÊcouldÊbeÊusedÊ
toÊquery,Êupdate,ÊandÊindexÊstructuredÊdataÊinÊSageCRMÊandÊ
integrateÊtheseÊwithÊsuchÊdataÊinÊotherÊthird-partyÊapplicationsÊ
andÊonÊtheÊWeb.

SaaS Business Platform

TheÊ2010ÊtechnologyÊstrategyÊincludesÊfurtherÊenhancementsÊ
toÊtheÊSageCRM.comÊSaaSÊbusinessÊplatform.ÊTheseÊ
enhancementsÊwillÊsupportÊtheÊroll-outÊofÊfurtherÊSaaSÊ
applications,ÊandÊcomplementary,Êcontext-awareÊservices.Ê
InÊparticular,ÊtheyÊwillÊfacilitate:Ê(1)Êeasy,Êsimple,Êon-demandÊ
deploymentÊandÊprovisioning,Ê(2)ÊsingleÊsign-onÊandÊ
authenticationÊservices,ÊandÊ(3)ÊintelligentÊmeteringÊthatÊ
'&&.55.6'(0!+I0J"4)0+)"&0$!"$#+'$6+4"))"$#7+:66"(". $'))*;+
theÊSaaSÊbusinessÊplatformÊwillÊprovideÊbetterÊsupportÊ
forÊmulti-tenancyÊrequirements.ÊWeÊbelieveÊthatÊsupportÊ
forÊaÊone-too-manyÊrelationshipÊbetweenÊtheÊapplicationÊ
andÊtheÊcustomizedÊuserÊdatabasesÊprovidesÊtheÊgreatestÊ
,!01+I0J"4")"(*;+3/")0+5'"$('"$"$#+.-01'(".$')+02%&"0$&"0!+"$+
deploymentÊandÊupgrades.

Common Components

Services-Based Integration

Services-Based Integra-
tion

Services-Based Integra -
tion

Context Aware
Services

SaaS Business
Platform

Anywhere Workforce
Experience

Interoperability

Anywhere Workforce
Awareness

Connected Front/
Back Of®ce
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Context Aware Services

SageCRMÊwillÊleverageÊcontextÊawareÊapplicationsÊandÊservicesÊ
extensively.ÊContextÊawareÊservicesÊtakeÊinformationÊfromÊanÊ
external,ÊWeb-basedÊsourceÊtoÊaddÊvalueÊtoÊtheÊcoreÊinformationÊ
&.$('"$06+"$+>'#0AB?7+H/0+10!,)("$#+&.$(0J(K!-0&"%&+6'('+
combinationÊcanÊthenÊbeÊdeliveredÊtoÊusersÊthroughÊtheÊ
SageCRMÊportalÊasÊwidgets.ÊWidgetsÊcould,ÊforÊexample,ÊbeÊ
usedÊtoÊleverageÊLinkedinÊdataÊinÊrelationÊtoÊaÊcontactÊstoredÊ
"$+>'#0AB?;+.1+(.+)0901'#0+=S>+6'('+10)09'$(+(.+'+&,!(.501b!+
.2%&0+).&'(".$7+?.9"$#+2.13'16;+(/010+3"))+40+5.10+&.$901#06+
40$0%(+21.5+(/0+,!0+.2+0$/'$&06+609"&0+&'-'4")"("0!;+&.$(0J(+
awareÊservices,ÊandÊSageCRM.

AÊkeyÊobjectiveÊofÊtheÊSageCRMÊproductÊvisionÊisÊtoÊsupportÊ
theÊanywhereÊworkforceÊexperience.ÊCustomersÊexpectÊ
continualÊaccessÊtoÊtheirÊCRMÊinformation,ÊregardlessÊofÊdevice,Ê
connectivity,ÊorÊtypeÊofÊinformationÊtheyÊseek.ÊSageCRM,Ê
therefore,ÊneedsÊtoÊbeÊawareÊofÊtheÊnetworkÊconnectivityÊandÊ
capabilitiesÊinÊorderÊtoÊprovideÊtheÊoptimumÊuserÊexperience.Ê
Moreover,ÊcustomizationsÊshouldÊalsoÊbeÊavailableÊacrossÊallÊ
supportedÊaccessÊscenariosÊinÊorderÊtoÊprovideÊaÊrich,ÊconsistentÊ
userÊexperience.ÊSageCRMÊalsoÊneedsÊtoÊbeÊuserÊaware,ÊtakingÊ
intoÊaccountÊtheÊuserÊrole,Êsecurity,ÊandÊpreferences,ÊasÊwellÊasÊ
directÊandÊindirectÊcontextÊofÊtheÊrequest.ÊWhileÊmanyÊofÊtheseÊ
capabilitiesÊareÊavailableÊtodayÊinÊSageCRM,ÊweÊexpectÊtoÊbuild-Ê
outÊtheÊlevelÊandÊextentÊofÊtheÊanywhereÊworkforceÊexperienceÊ
onÊanÊon-goingÊbasis.ÊInÊparticular,ÊourÊcontinuedÊinvestmentÊinÊ
theÊSageCRMÊproductÊplatformÊwillÊdeliverÊevenÊfurtherÊbrowserÊ
andÊmobileÊdeviceÊsupportÊforÊourÊusers.

Conclusion

InÊaÊchallenging,Êcomplex,ÊandÊever-changingÊbusinessÊ
environment,ÊtheÊSageCRMÊProductÊVisionÊsetsÊforthÊanÊ
innovative,Êpractical,ÊandÊwell-thought-outÊpropositionÊforÊSMBs.Ê
InÊparticular,ÊitÊdeliversÊaÊcomprehensiveÊsetÊofÊintegration-
601"906+40$0%(!+40*.$6+3/'(+/'!+400$+(1'6"(".$'))*+'!!.&"'(06+
withÊCRMÊsolutions,ÊandÊfarÊbeyondÊwhatÊhasÊbeenÊavailableÊtoÊ
SMBÊorganizationsÊoff-the-shelfÊtoÊdate.ÊOverÊtheÊlifetimeÊofÊtheirÊ
solution,Êtherefore,ÊcompaniesÊusingÊSageCRMÊcanÊexpectÊtoÊ
)0901'#0+!"#$"%&'$(+40$0%(!+(/1.,#/L+60&10'!06+'65"$"!(1'("90+
cost,ÊincreasedÊcustomerÊsatisfaction,ÊandÊgreaterÊrevenueÊ
opportunities;ÊallÊofÊwhichÊtranslateÊintoÊsustainableÊcompetitiveÊ
advantageÊoverÊtime.ÊAdditionally,ÊwithÊadvancesÊinÊsolutionÊ
interoperability,ÊanÊextensiveÊdeliveryÊtrajectoryÊaroundÊtheÊ
anywhereÊworkforceÊexperience,ÊandÊtheÊtransformationalÊCRMÊ
2010ÊtechnologyÊplatform,ÊcompaniesÊcanÊensureÊthatÊtheirÊusersÊ
haveÊaccessÊtoÊtheÊapplicationÊthatÊisÊmostÊappropriateÊforÊtheirÊ
requirements,ÊandÊthatÊtheyÊcanÊbeÊproductiveÊinÊmoreÊplaces,Ê
moreÊofÊtheÊtime.ÊInÊconclusion,ÊtheÊSageCRMÊProductÊVision,Ê
therefore,ÊrepresentsÊaÊhighlyÊcompellingÊandÊsecureÊpropositionÊ
forÊourÊcustomerÕsÊITÊinvestmentÊtoday,ÊandÊwellÊintoÊtheÊfuture.
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