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Executive Summary Introduction

SageEhasErecentlyEpublishedEaEpowerfulEandEpragidtionE  [tOsEeasyEtoEseeEhowEincreasedEglobalization,EunprecedentedE
forEtheEcompanyOsEfamilyEofECRMEandEcontactEmaeatiem  customerEsophistication,EandEborderlessEtransactingEhaveEallEhadE

solutions.ETheESageECRMESolutionsE2010E StrategyECR aEdramaticEeffectEonEtheEpurchasingElandscapeEofEeveryEindustryE
2010)EarticulatesEaEboldEandEuncompromisingEproéisttategyE  overEtheElastEtenEyears. EAsEaEsupplierEandEconsultativeEpartnerE
whichEputsEuserEneedsEsquarelyEatEtheEcenter EadEfito forEoverE5.8EmillionEcustomersEacrossEtheEglobe, ESageEhasEanE
development,EandEisEaccompaniedEbyEanEimpetusEtivigde importantEperspectiveEonEhowEtheseEchangesEhaveEimpactedE
real,EcompellingEenhancementsEwithinEaEtimeEfranaEt uponEeveryEvarietyEofEbusiness.ECompaniesEtoday, EregardlessEofE
makesEsenseEforEourEcustomers.E theirEsizeEorElocation,EhaveEtoEcontendEwithEconstantlyEchangingE

marketEconditions,EdeepEcustomerEcomplexity, EandEwideErangingE
AndEasEaEcompanionEtoECRME2010,ESageEisEpleasedEtoEpublistdinpetitiveEpressures.EInEshort,EbusinessEhasEneverEbeenEmoreE
anEenhancedEvisionEforEtheESageCRMEproductEline.ETheE challenging.ETheEopportunities,Ehowever,EhaveEneverEbeenE
SageCRMEProductEV|S|onEseeksEtoEdellverElnEhlgthEpractlcaIE greater;EparticularlyEforEsmallEandEmid-sizedEcompanies.
termsEagainstEtheEobjectivesEofECRME2010,EandEexpandsE
I'#$"%&'$()*+,-. $+(/0+"$(0#1'(".$+2.&,1+3/"&/+/'"+400$+ TechnologyEhasEbeenEaEkeyEdriverEandEenablerEofEthisEchangeE
fundamentalEtoEtheEdevelopmentEofEtheESageCRMEapplicationEtgifocess.ETheEInternet,EeCommerce,EintegratedEtelephony, E
date.EltEalsoEdiscussesEtheEcomprehensiveEtechnologyEstrategyE andEmobileEtechnologiesEhaveEproducedEnewEandEinnovativeE
thatEwillEsupportEthisEcompellingEproductEvision. customerEtouchEpointsEandEexperiences.EForEexample, EWebEsites, E
interactiveEvoiceErecognition, EandEmessagingEservicesEareEnowE
commonplaceEandEcomplementEtraditionalEbusinessEchannels.E
TheseEnewEmodelsEhaveEevenEsupplantedEtheirEmoreEestablishedE
peersEentirelyEinEsomeEinstances;EunderscoringEtheirEuniqueE
abilityEtoEincreaseEcustomerEsatisfactionEwhileEalsoEloweringE
cost.EInEparticular,EweEhaveEfoundEthatEmoreEandEmoreEofEourE
customersEtodayEwantEtoEempowerEtheirEcustomersEthroughE
self-serviceEchannels.EAnywhere,EanytimeEserviceEdeliveryEisE
fastEbecomingEtheEstandard.EAsEaEresult,EpurchasersEtoday, E
regardlessEofEwhetherEtheyEareEbusinessesEorEconsumers,EexpectE
toEbeEableEtoEdealEwithEtheirEsuppliersEonEtheirEtermsEandEthrough
theirEpreferredEchannels.

WhileEallEofEtheseEinnovationsEhaveEbeenEgoodEnewsEforEtheE
customer,Esuppliers,EonEtheEotherEhand,EhaveEstruggledEwithE
theseEnewEchannelsEandEinteractionEmodels.ECapturing,E
tracking,EandEaggregatingEcustomerEinformationEthroughoutEthisE
increasinglyEfragmentedEcustomerEexperienceEhasEbecomeEfarkE
5.10+6"2%&,)(7+800-+&,!(.501+"$!"#/(+/"+40&.50+5.10+0),!"907
14+4101,)(;+4,1"$011+-1.80110!+/'90+40&.50+"$%$"(0)*+5.10
complex,EandEthisEcombinationEhasEimpactedEdirectlyEonEservice
60)"901*+'$6+(/0+-1.9%('4")"(*+.2+&,1(.501+10)'(".$/"-1+.901+(/0
longEterm.

ItEisEhardlyEsurprising,Ethen,EthatEweEhaveEseenEaEhugeEincreaseE
inEtheEuseEofECRMEapplicationsEoverEtheElastEseveralEyearsEtoE
addressEtheseEchallenges.ENowhereEhasEthisEbeenEmoreEapparentE
thanEwithinEsmallEandEmid-sizedEbusinesses.ESMBsEhaveE
40$0%(06+#10'()*+21.5+(/0+"$810'106+9") 4")"(*+.2+-&<"#06+
CRMEapplicationsEfromEcompaniesElikeESage,EandECRMEgrowthE
withinEthisEsegmentEhasEexplodedEasEaEconsequence.EThisEisE
aEtrendEthatEisElikelyEtoEcontinueEoverEtheEnextEtwoEyearsEwithE
'$)*(+%15;+="1($01;,+2.10&'I("$#+(/'(+>?@+(0&/S.) #*+'6.-(".$+
3")+40+'+"#$"%&'$(+61"901+.2+.901"))+AB?+5'1<0(+#1.3(/+6,1"$#+
thisEperiod.

Source:EMarketE TrendsEDE CustomerERelationshipEManagementE Software EWorldwideE
CDDE+(.+CDFC+="1($01+8'('G,0l( 3
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Sage CRM Solutions 2010 Strategy

AsEtheElargestEproviderEofECRMEsolutionsEtoESMBEorganizations6+"1+6"10&()*+) "#$06+(.+('$#"4)0+&.5501&")+40$0%(! 7+AB?+
globally2,EandEthereforeEaEcompanyEwithEunrivalledEinsightEintoE CDFD;+(/0102.10;+"1+60!"#$06+(.+-1.9"60+/"#/)*+-1'&("&')+40$0%(!+
SMBEneeds,ESageEisEuniquelyEpositionedEtoEprovideEcontinuedE forESageEcustomers;EinEmanyEinstances,EdeliveringEcompellingE
industryEleadershipEandEinnovationEinEthisEimportantEproducte  productEinnovationsEasEearlyEasE2008,EasEwellEasEoverEtheE
segment.EInEorder,Etherefore, EtoEunderscoreEourEvisionEandE  medium-termEthroughEtoE2010.E
cementEourEcommitmentEtoEthisEarea,EweEhaveEpublishedEaE
powerfulEandEpragmaticEstrategicEvisionEwhichEcoversEourEentireBsEcanEbeEseenEfromEtheEdiagramEbelow, EthreeEelementsE
familyEofECRMEandEcontactEmanagementEsolutions. willEdifferentiateEourESageECRME SolutionsEproductsEinEthe E

5'1<0(-)'&07+H/0+%L!(+"1+"$(01.-01'4")" (*+40(300$+(/0+&.$('&(+
CRME2010EisEbasedEonEoverEeighteenEmonthsEofEdeepEresearamanagementEandECRMEsolutions.ECustomersEenjoyEtheirE
andEanalysisEinEtheESMBEmarketplace, EandEputsEourEcustomerOsE(". $+(.6";+4,(+10("$+10J"4")" (*+(.+0'")*+5.90+(.+.1+&.0J"I(+
businessEobjectivesEatEtheEveryEheartEofEourEproductEstrategy.E withEanotherESageECRME SolutionsEproductEinEtheEfuture. ETheE
AsEpartEofEthisEprocess,EweEanalyzedEtheEproductEstrategyEofEaEcond, EanywhereEworkforce, EenablesEaEpowerfulEandErichEuserE
numberEofEourEindustryEpeers.EInEmanyEinstances, EweEfoundEthasperienceEandEextendsECRMEfunctionalityEthroughEpracticalE
60)"901*+("50+)"$0!+3010+(..+)O$#(/*+(.+/'90+'$*+1"#$"%&'$&0+.1+ combinationsEofEon-demand/on-premiseEapplicationsEandE
50'$"$#2,)+40$0%(+2. 1+(/0"1+,10117+?.10.901+10901)+2.&,106+  1019"&017+:$6+%3"))* +(/0+&.$$0&(06+21.$(K'$6KA'&<K.2%680+
disproportionatelyEonEaEsingle,Etechnology-ledEareaEofEproductE  furtherEdifferentiatesESageEbyEprovidingEsolutionsEthatEdeliverE
strategyEsuchEasESoftware-as-a-ServiceEorEOutlookEintegration.E depthEofEfunctionalityEandEintegration, EwithoutEcompromise.E
AndEwhileEweEagreeEthatEtheseEareEimportantEcomponentsEofEtfideseEelementsEareEsupportedEbyEaEcomprehensiveEtechnologyE
AB?+0&.!*1(05;+30+40)"090+(/'(+.,1+&,1(.501!1+40$0%( +5.1(+21.5+  platformEwhichEisEbuiltEonEcurrentEandEemergingEstandards,E
aEproductEstrategyEwhichEfocusesEonEtheirEbusinessEobjectives,BncludingEWebE2.0.
andEwhereEtechnologyEinnovationEhappensEonEmultipletsti

Figure 1. Sage CRM Solutions Products

Full Suite :
CRM Sage SalesLogix
s -ULTI CLIENT CONNECTED
DISCONNECTED SageCRM
s #USTOMIZE ONCE s #2- OOWERED "ACK |/
DEPLOY MULTIPLE
S %ND TO %ND 3UITES
s BERTICAL %NABLEMENT
s #ONNECTED
E\ Operational, Integration s #2- OORTAL
o] Collaborative Focused
5 and Analytical .
= Sellians Solutions
c
Z ACT! by Sage
s %ASY OERSONALIZED
s 3ET UP #ONIG
s )NTERNET %NABLED
Contact s IN OREMISE (OSTED
e s 6ERTICAL ADDED SER
ol s )NTEROPERABILITY
Point
Solution
Data Exchange Multi-Application Integration Embedded Processes & Suites

Contact Management and
2> 1&0L+AB?+A.5-0("("90+M'$6!&'-0;+='1($01+CDDN CRM vendor clusters 4



Figure 2: Enhanced Interoperation Capabilities of SageCRM

The SageCRM Product Vision

TheESageCRMEproductEvisionEisEsetEagainstEthe Etmdkd
ofEtheECRME2010E StrategyEandEseeksEtoEdelivég/ifEh
practicalEterms,EagainstEitsEthreeEcentralEobjestil
SubstantialEfoundationsEforEmanyEofEtheseEproduapibilitiesE
andEtechnologyEcomponentsEareEalreadyEinEplaceBté&adadE
this,Etherefore, EwillEenableESageCRMEtoEaccelettaé&ileliveryE
24" (14-1.6,&(+9"1" $7+H/"1+10-1010$(1++1"#$"% & $EY'S(‘#0+
forEourEcustomersEandEaEuniqueEpropositionEforESage
theECRMEindustry.

Interoperability

AEuniqueEdifferentiatorEforESageEwithinEtheEmaldegfisEitsE
strengthEinEbothEcontactEmanagementEandECRM.EAQHE!ED
SageEisEtheEmarket-leadingEcontactEandEcustomerfamart
withEmoreEthanE2.8EmillionEusersEworldwideEand@ei,0
corporateEcustomersEwithEtenEuserElicensesEorEmergE
organization.EAsEtheseEcompaniesEscaleEorEbecomeéino
complexEinEtheirEoperations, EtheyEhaveEthe EoppiiytatodayE
toEmigrateEtoESageCRMEusingEpackagedEmigrationEfsol
whichEensureEtheEmostEtime-EandEcost-effective Bpth
addressingEtheirErequirements.

SageCRMWhite Paper

ForEexample,EACT!EcouldEbeEusedEbyEtheEresidentialEdivisionEofE
aElargeErealEestateEcompanyEwhereEtheErealtorsEgenerallyEdeal E
withEtheirEclientsEonEaEone-to-oneEbasis.ElnEtheEsameEcompanyOsE
commercialEdivision,Ehowever,EwhereErealtorsEgenerallyE
collaborateEwithEeachEotherEtoEmaximizeEtheirEopportunities,E
SageCRMEcouldEbeEdeployedEsimultaneouslyEtoEaddressEtheirE
particularEneeds.EAndEwithEfullEinteroperabilityEandEdataEsharingE
betweenEtheEtwoEapplications, EtheEcompanyOsEcustomerEserviceE
departmentEcouldEmanageEtheEcustomerEexperienceEacrossEbothE
residentialEandEcommercialEdivisionsEinEanEentirelyEseamlessE

210" $7+P"#,10+C+"), 1(1'(01+(/0+"H#$"%& $(+10J"4")"(*+$6-+&/." &0+
(/'(+>'#0+&,!(.501!+3"))+40$0%(+21.5+"$+(/0+2,(,20+(/1. #/+(/0+
enhancedEinteroperationEcapabilitiesEofESageCRM.

InEtheEfuture, EfullEinteroperabilityEbetweenEtheseEtwoEsolutionsEwil E

removeEtheEneedEforEformalEdataEmigration.EOrganizationsEwillE

alsoEbeEableEtoEdeployEACT!EandESageCRMEsimultaneouslyEwithE
customerEdataEsharedEacrossEbothEapplications.EThisEwillEenableE

1-0&"%&+,1011+.1+60-"1(50$(1+(. +&.$("$,0+, I"$#+:AHO+3/")0+,1011+

elsewhereEinEtheEorganizationEuseESageCRM.EThisEwillEensureE

(I'(+,1011+40$0%(+21.5+(/0+5.1(+'--1.-1"(0+)090) +.2+2,$&(".$)" (*+

forEtheirEneedsEandEthatEcompaniesEmaximizeEtheEusageEandE

valueEofEtheirECRMEsoftwareEassets.
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Figure 3: Integration Between Front-Of®ce and Back-Of®ce Environments

Anywhere workforce experience

AsEaEfullyEWeb-architectedEsolution,ESageCRMEiskdetE
todayEon-premiseEorEon-demandEfromEtheEsameEcodelias
providingEdeploymentEchoiceEwithoutEfunctionalEcongmise.E
Additionally,EtheEproductEprovidesEaEconsistentifiuserE
experienceEregardlessEofEuserEaccessEthroughEafdpEk
orEmobileEdevice.EThisEmeansEthatEusersEhavefithafai
103"4")" (*+"$+/.3+(/0%+, 10+ (/0" L+AB?+--)"&'(". $:+0 $1, 1" S+ (/' (+
theyEcanEbeEproductiveEinEmoreEplaces,EmoreE tiffithe E

InEtheEfuture,EtheEanywhereEworkforceEexperiendétheE
enhancedEfurtherEbyEaErangeEofEnewEon-demandEserfzic
TheseEservicesEwillEprovideEaEwideEvarietyEofffigctal E
capabilitiesEthatEwillEbeEdesignedEtoEworkEseartyjEss
withESageCRMEacrossEbothEon-demandEandEon-premiseE
60-).*50$(17+H/"1+3"))+-1.9"60+"#$"%&'$(+10J"4"Y2. 1+
customersEwhoEwillEbeEableEtoEaddEnewE capabiitiekfyE
andEcost-effectivelyEtoEtheirESageCRMEdeploymenifiime EwithE
changingEbusinessErequirements.EContext-awareEseres, E
2.1+0J'5-)0;+&.,)6+-1.9"60+%0)6K4'106+!")0!+0J0&, ('90!+
withEmapsEandEdirectionsEforEcontactsEorEaccoumsEtheyE
haveEselectedEinESageCRM,EenablingEthemEtoE maxiitiiea E
dailyErouteEplanningEandEsalesEcalls.EThisEcombirfaofE
applicationsEandEservicesE(bothEon-demandEandE oerpise),E
coupledEwithEaErich,EconsistentESageCRMEuserE esppegE
whichEworksEregardlessEofElocationEorEaccessEsdejtawil EbeE
FOOL*+I"H$E"%6& $(+6"22010$("'(. 1+"$+(/0+5'1<0(-JRO'1("&,) 1) *+
whenEcomparedEtoEpure-playEon-demandEvendors.

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

SageCRMEprovidesEout-of-the-boxEintegrationEwithBsealE
market-leadingESageEERPEsolutionsEtoday.EThisEalfagersE
toEleverageEERP-derivedEdataEandEfunctionalityEdeastyE
withinEtheirESageCRMEuserEexperience.EAEsalespgEionE
example,EcanEaccessEaEcustomerOsEinvoiceE histérgterkE
theEcurrentEinventoryEforEaEparticularEproductEprid-takingE
aEnewEorder.ETheyEcanEalsoEaccessEtheEspeciadiskE pr
&.$%#, 1'(".$+&'-'4")"("01+.2+(/0" 1+RBS+1.), (".$+3/0 $+-10-"1"$#+
aEquote.ETheESageCRMEIlinkEandEsyncEcapabilitiesieéns
&.$I"(0$(+&,1(.501+"$2.15'(". $+'&LI+4.(1+(/0+21.  $(K.2%6&0+
'$6+4'&<K.2%680+0$9"1.$50$(1+ (+'))+("50!7+

P1.$(K(.KA'&<K.296&0+"$(0#1'(".$+105"$!+(/0+2.&' ) 4$(+2. 1+(/0+
SageCRMEproductEvisionEandEweEareEcommitted Etafigf
S(FUMHL0H"HS Y& )+ "SH+2.13'16 7T+ TS+-"1())&L;+30+3"))+
lookEtoEdeliverEacrossEthreeEcoreEintegrationEtlseme

+++F7+RBSK'3'10+21.$(K.2%&0
+++C7+AB?K-.30106+4'&<K.2%&0
EEE3.ECross-applicationEportal

TheEsectionsEthatEfollowEexamineEtheEchallenge stfRSMBE
AH#$U (" SI+S+10) (" S+ (+21. $(K( KA &<K. 2% &OOBL' (" $+'$6+
provideEfurtherEdetailsEonEhowE Sage CRMEwillEdBlagainstE

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

8,1"$#+.,1+-10-"1'(".$+.2+(/0+>'#0AB?+S1.6,&(+V"".$;+30+ +10&0$(+="1($01+10!0'1&/+-1.YO&(;+2.1+0J'5-)0;+! ##0!(06+
conductedEresearchEonEtheEchallengesEthatESMBEorganizationsE (/'(+!"#$"%&'$(+"$2.15'(".$+24) "$6!-.(I[+!("))+-01!"1(06+'2(01+(/0+
faceEinErelationEtoEcustomerEmanagementEandEbroaderE rollEoutEofEmanyECRMEprojectsEdueEtoEinadequateEintegrationE
businessEoperations.ETheElistEbelowEdetailsEthelEpaintsE 40(300$+(/0+21.$(K.2%&0+'$6+4'&<K.2%&0+0$9"1.$508 oreE
thatEsurfacedEconsistently.E recently,EitEreportedEthatEnearlyE22%EofEspendingEinElarge-scaleE
CRMEprojectsEduringE2007EfocusedEonEbuildingEtheEfoundationsE
+++WimitedEvisibilityEonEcustomerEdata forEend-to-endEbusinessEprocessEmanagemériSimilarly,E

X$<00+=1.,-+!,190*1+.$+>?@+"--)"&'(".$!+1090") 06+(/'(+
45%EofErespondentsEbelievedEthatElackEofEintegrationEbetweenE
++rinereasedEdebtorEdays departmentsEandEcriticalEbusinessEapplicationsEwasEtheEsingleE
biggestEtechnologyEchallengeEthatEtheyEfaced.EHighEintegrationE
costsEwereEalsoEcitedEasEaEparticularEproblem.

+++BusinessEprocessEbottlenecks

+++ErrorsEinEorderEmanagement

+++iighEadministrativeEexpense
P1.$(K.2%&0+05-).*00!+,10+AB?+-1.6,&(!+(.+!,--.1(+&,!(.501K

+++WlighEinventoryEvolumes facingEactivitiesEsuchEasEsalesEpipelineEmanagement,EmarketingE

+++8O)*1+"$+-1 &ON"SH+. 16011 campaignEorchestration,EandEcustomerEserviceEdelivery.EBack-
296&0+05-).X00L;+.$+(/0+.(JO1+/'$6;+60-0$6+.$+&&. $("$H-+

+++WKA . 3+"11,0! andEERPEapplicationsEtoEsupportEactivitiesEsuchEasEinvoicing,E

&.))0&(".$1;+&V/1.3+5'$HO50S(;+'$6+96$$&™)+10-. 1("$H7+
o ThisEcombinationEofEfactorsEhasEresultedEinEtheEoperationEofEtwoE
+++nwoicesEareEdisputed/queried -'11)0);+4,(+!10-'1'(0;+&,!(.501+6'(""0(!Q+.$0+"$+(/0+4'&<K.2%&0+
3IHHUE S H(LSIE(".$);+$6+G, S("(("I0+"$+$'(,10;+'86+
(J0+.(JOL1+"$+(/0+21.$(K. 2%&0+3/" &/ +4*+& $(L1(+"1+$. SKW$'$&™);+

+++WateEdeliveriesEtoEcustomers

+++idighEcustomerEattrition

+++MarginEerosion interactional,EandEqualitative.EAsEaEresult, EbusinessEapplicationsE
haveEstruggledEtoEaddressEkeyEbusinessEprocessEneedsEwhereE

>S"#E"%&'$()*%+"))+.2+(/010+"!1,01+'10+6"10&()*+.1+"$6"10& () *+ (/0+&,!(.501+)"20+&*&)0+&1.110!+(/0+21.$(K(.K4'&<K.2%&0+6"9"60;+

associatedEwithEdisconnectedEinformation,Edepartments,EandE  resultingEin:E(1)EdepartmentalEsilosEofEinformation,E(2)EunnecessaryE

-)"&'(".$!7+?2.10.901;+.,1+%$6"$#!+5"11.106+(/.!0+10'&/06+4*+ '65"$"1(1'("90+.901/0'6+'$6+"$02%&"0$&"0!; H\[+9014")+I"#$K .22+

'S (1+="1($01+'$6+X$<00+=1. ,-+"$+"$60-0$60$(+1010'1&/+ requirementsEandE(4)EprocessEduplication.ETheseEissuesEcanE

whichEhasEbeenEcarriedEoutEoverEtheElastEseveralEyears. impactEmateriallyEonEcompanyEperformance,EandEaEpracticalE

exampleEofEthatEisEdetailedEonEtheEnextEpage.

35, 180L+ 0%+"11 014+2.1+AB?+1(1'(0#*+'$6+"5-)050$((".$;+="1($01+CDD"
4>, 180L+H/100+('&("&)+AB?+(10$6!+(+&.$!"601+(/1. #/+CDDa;+='1($01+CDDE 7
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The Challenge of Effective Order Management

Remittance
Notice

O o
=0
83
RTE)
Lo
EE
Ik

="90$+(/0+$,5401+.2+-.(0$(")+-'L("0!+'$6+! (‘#0!+"$9.)906+"$+ AsEaEresult,EorderEcompletionEisEdelayedEforEtheEcustomer,E
orderEmanagement:E(1)EaccountEmanagement,E(2)EsalesEorderE administrativeEcostEincreasedEforEtheEcompanyEandEworkloadE
processing,E(3)Eshipping,EandE(4)EaccountsEreceivable,EerrorsEor "I+,$$0&0!1'1")*+6,-)"&'(06+2.1+!")01+'$6+%$'$&0+!('227+A)0'1)*;+
omissionsEatEanyEpointEinEtheEprocessEcanEbeEcostlyEandEtimewhereEthisEscenarioEarisesEonEaEregularEbasis, EitEwillEimpact
&.$! 5" SHT+:66"(".$))%+21.$(K.2%&0+!('22;+1, &/+1+&&. $(+ SO#("90)* +'$6+1"H#$"%6& ' B()* +.$+.901))+&, I 5O+ ("12'&(".$;+'1+
managersEorEcustomerEserviceEagents, EmayEstruggleEtoEprovidekivellEasEincreasingEtransactionalEcostEonEanEexponentialEbasis.
orderEstatusEupdatesEtoEtheirEcustomersEbecauseEofElimitedE

visibilityEonEtheEtransactionalEinformationEcontainedEinEtheEback- H/0+"5+.2+21.$(K(.K4'&<K.2%&0+"$(0#1'(".$;+(/ONTR+"1+

2%&0+1*1(057 toEbringEtogetherEdisconnectedEbusinessEprocesses§E
quote-to-orderEandEorder-to-cashEasEpartEofEtheEaVEorderE
H/0+3.1<1.3+5'$'#050$(+&'-'4")"("0!+.2+(.6"*bl+RBS+'$6+ managementEprocess),EapplicationsE(CRMEandEERP)EandE

CRMEapplicationsEhaveEmadeEsomeEprogressEinEaddressingE  6'(10(1+\%$'$&")+6'('+'$6+$.$K%$'$&" ) ;+'$6+(1'$ 1)'(0+(/05+
theseEissuesEbyEintroducingEexceptionsEmonitoring,EmandatoryE  intoEaEmechanismEto:E(1)EmanageEcustomerErelatipgismoreE
%0)6!:+'$6+105.9"$#+(/0+$006+(.+10K<0*+'$6+10K&/0&<+"$2.15'(". $8220&("90)*;+\C +106,&0+&.1(1; 1\ +"$&10'10+-1 95 ("4 '$6+\c +
asEtransactionsEpassEfromEoneEstageEtoEtheEnext. EThisEinEitselfa@hieveEsustainableEcompetitiveEadvantageEoverEtbegE
however,EdoesEnotEfullyEaddressEorderEmanagementEifEtheEbackterm.EAccordingly, EtheEoverridingEobjectiveEforESa8M,E
.2%&0+0$9"1.$50$(+105"$!+6"1&.$$0&(06+21.5+(/0+21.$(K.2%&0  withinEtheEcontextEofECRME2010,EisEtoEmakeEitEdwsie
system.EIfEaEmemberEofEtheEsalesEteam,EforEexample,Egenerate8801+2.1+>?@!+(.+)0901'#0+(/0+40$0%(I+.2+21.$ (K&K 4
aEquoteEbasedEonEout-of-dateEpricingEinformationEorEstockE 2%&0+"$(0#1'(".$+3"(/.,(+(/0+&.|(+'$6+&.5-)0J" (*+' 11.&"(06+
availability, EandEsubsequentlyEconvertsEthisEquoteEintoEaE withEtheEareaEpreviously.EAndEwhileEintegratioltheit aE
&,1(.501+.160L;+"(+"14)"<O)*+(/'(+(/"1+011.1+3")+.$)*+40+"60$("%06+ focusEforEthe Eentire Efamily EofE Sage ECRME Soluithwhsgih g E
laterEatEtheEorderEapprovalEorEshippingEstage.ETheEorderEwillEnSedfe ESalesLogixEandEACT!EbyESage, EitEwillEbefiemiistE
toEbeEpassedEbackEtoEtheEsalespersonEforEcorrectionEandEthenfeomprehensivelyEwithinEtheESageCRMEproduct.
10-1.801106+4*+(/0+%$'$&0+60-'1(50$(7+
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Figure 4: Front-Of®ce Or Back-Of®ce Oriented Purchase Requirements

Front-Of®ce Or Back-Of®ce Oriented
Purchase Requirements

SageEinterviewedEtwoEdistinctEcategoriesEofEsofatatecision-
makerEduringEourEresearch:E(1)EthoseEalignedEplyitntfront-

29680+.-01'(".$1+'$6-H\CA+(/.10+) "#B06+-1"5'1")+(+4'&<K.2%&0+

operations.EWhileECRMEapplicationsEhaveEanEimpdEesieE
"$+4.(/+&'(0#.1"0!+.2+60&"".$+5'<01;+(/010+3010#$" % &'$(+

variancesEinEtheEprioritizationEofEfunctionalitydfthe EpreferredE

scopeEofEanyEpotentialEsolution.

d,1+1010'1&/+1090)06+(/'(+21.$(K.2%&0K. 1"0$(06-+B0&K
makersEareEtypicallyEseniorEexecutivesEinEsalesrtiag, E
orEcustomerEserviceEfunctionsEandEcontinue EtoE sekE
solutionsEthatEenableEthemEtoEpursueEthreeEtraditioreE
objectives:E(1)EdevelopEdeeperEcustomerEinsigh)fE&terE
customer-centeredEcollaborationEacrossEteamEmembefandE
(3)EprovideEaEconsistentEandEseamlessEcustomerfmeE
onEanEon-goingEbasis.EThereEis,Ehowever,Egreataghdé
todayEforEaccessEtoEnon-CRMEdataEandEfunctionialipiderE
toEimproveEuserEproductivityEandEcustomerEinsigtiteE
SageCRMEproductEstrategyEforEthisEcategoryEofE itmwis
maker,Etherefore, EfocusesEonEtheEprovisionEofEadthdyit E
Web-basedECRMEsolutionEwhichEalsoEsurfacesEER Pveelit
dataEandEfunctionalityEtoEusersEseamlesslyEandifiirgly. EWeE
10201+(.+(/"1+1+(/0+RBSK'3'10+21.$(K.2%&07

@'&<K.2%&0+.1"0$(06+60&"". $K5'<01!;+.$+(/0+.(/01+/'$6;+'10+
5.10+)"<0)*+(.+,10+(/0+%$'$80+60-"1(50$(+'1+(/0+41"6#0/0'6 +
forEprojectsEwhichEextendEbusinessEapplicationsEthroughoutEthe E
organization,EandEpotentiallyEbeyondEtoEexternalEpartiesEsuchE
asEsuppliers.ETheyEareEmoreElikelyEtoEpurchaseEaECRMEsolutionE
withinEtheEcontextEofEanEoverallEsystemsEreplacementEproject.E
InEparticular,EtheyEareEmotivatedEbyEsolutionsEthatEdeliverEcross-
functionalEcapabilitiesEonEaEconsistentEbasisEandEcoordinateE
3.1<1.3+. 1&/0I(L'(" $+.$++,$ %06 +4 1" 7+>"#$" %68 () +
theseEdecision-makersEnotEonlyEdemandEtheEcomplementaryE
&-'4")"("01+(/ (+RBS+*1(05!+60)"901+(.+21.$(K.2%680+,1011+\'1+
60!&1"406+"$+(/0+RBSK'3'10+4'&<K.296&0+108&(" $+'4.90%: +4, (+)!.+
$006+(.+)0901#0+(/0+&.))'4.1'("90+'$6+3.1<I.3+5'$#050$(+
capabilitiesEofECRMEapplicationsEinEorderEtoEaddEvalueEtoEtheirE
4'&<K.2%&0+<$.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+(/"1+&'(0#.1*+.2+
decision-maker,Etherefore,EfocusesEonEtheEdeliveryEofEsolutionsE
andEsuitesEwhichEwillEprovideEaEfullyErealized, ECRM-at-its-core,E
21.$(K.2%&0+'$6+4'&<K.2%&0+0$9"1.$50$(+3/"&/+"1+2.,$606+,-.$+
aEconsistentElookEandEfeelEthroughoutEtheEapplication, EalongEwithE
commonEcomponentsEacrossEareasEsuchEasEreporting, Eanalytics,E
'$6+3.1<1.37



Figure 5: SageCRM Overview
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Delivering Against The SageCRM Product Vision

SageCRMEcontinuesEtoEprovideEaEcomprehensive,Elst-
classECRMEsolutionEwhichEoffersEfunctionalEdeptdEareadthE
toEusers,EasEwellEasEeaseEofEdeploymentEandEskppaliE
aElowEtotalEcostEofEownershipE(TCO)EforESMBEatigars £
Accordingly,EourEproductEvisionEdetailsEthe EwidediramE
enhancementsEthatEwillEcomeEon-streamEwithinEthedipitOsE
coreEfunctionalEcapabilitiesEandEplatformEoverEkeBdE
(+CDFD7+:66"(".$))*+4*+0$/'$&"$#+(/0+)10'6*+"$"%&'$(+
integrationEcapabilitiesEinESageCRM,EtheEproductiBalsoE
deliverEaErangeEofEexcitingEandEhighlyEinnovatateEsfsE
2.1+4.(/+21.$(K.2%&0+'$6+4'&<K.2%&0+,!101!1+")"<@I®H/
featuresEwillEbeEprovidedEonEaElow-cost, Elow-comiplE
4'MMQ++HI"#$"%&'$(+'69'$(‘#O0+2.1+>?@+. 1#'$"U'(".$! 7+H/0!0+
developmentsEareEsummarizedEinEtheEdiagramEabow#Ean
discussedEinEfurtherEdetailEinEtheEsectionsEthiaikfo

Extending SageCRM Integration Capabilities

Integration capabilities today

SageCRMEalreadyEprovidesEout-of-the-boxEintegrationEwithE
aEwideErangeEofEmarket-leadingESageEERPEproductsEtoday;E
enablingECRMEusersEtoEleverageEERP-derivedEdataEandE
2, $&(".$)"(*+10'5)01)=+3"(/"$+(/0" 1+21.$(K.2%80€("9"("0! 7

SalesEusersEcan,EforEexample,EaccessEcustomerEtransactionE

[+ +0!('4)"/+"2+'$+"$9."&O0+"1+-"1(+6,0;+.1+&.$%#,10+-1"&"$#++
forEaEquotationEusingEfunctionalityEandEdataEderivedEdirectlyEfromE
theirEERPEsystem.EToday,ESageCRMEisEavailableEtoEcompaniesE
asEaEstandaloneEsolutionEwhichEcanEbeEintegratedEwithEtheirE
incumbentESageEERPEsystem,EorEasEpartEofEsingleESageEExtended|
EnterpriseEsuite.

Integration capabilities in the future

TheESageCRMEproductEvisionEcommitsEtoEbuildEuponEthisEalreadyE
&.$1"601'4)0+-)'(2.15+2.1+21. $(K(.KA'&<K.296&0+"$(0#1'(". $7+T$+
theEfuture, ESage CRMEwillEprovideEcustomersEwithEevenEgreaterE
choiceEaroundEtheirEincumbentEbusinessEsystems, EenablingEthemE
(+601"90+10)+9"),0+21.5+,$"%06+&,!(.501+6'(+$6+0$6K(.KO$6+
businessEprocesses,EregardlessEofEwhetherEtheyErequireEaECRME
solutionEthatEintegratesEwithEaEpre-existingE SageEERPEinstallation,E
orEareEreplacingEmultiple, Edisparate,Ethird-partyEsystemsEwithE
aEsingle,Efully-integratedESageEExtendedEEnterpriseESuite.ETheE
SHOAB?+S1.6,&(+V"1".$+3"))+60)"901+1"#$ %68 $(+40$0%(1+(.+21.$(K
.2%&0+'$6+4'&<K.2%&0+,!01!+")'<07+e0+3"))+40+4,")6"$#+.,(+(/100+
areasEinEparticularEtoEsupportEtheEdeliveryEofEthisEvision:E(1)EtheE
RBSK'3'10+21.$(K.2%6&80: +\C +(/0+AB?K-.30106+4'&<K.2%680+$6+\| M+
theEcross-applicationEportal.

10
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REPORTING Front-Of®ce
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MANAGEME

MAIL
MERGING
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DASHBOARD$ DOCUMENTS Back-Of®ce

1. The ERP-Aware Front-Of®ce 2. The CRM-Powered Back-Of®ce

TheESageCRMEProductEVisionEcontinuesEtoEdeliverEagainstEourEAEsubstantialEmarketEdifferentiatorEforE Sage CRMEwillEbeEitsEfacility E
AY0&("90+.2+-1.9"6"$#++(1,)*+RBSK'3'10+21.$(K.2%6&0+1*1(057+  (+0$'4)0+4'&<K.2%8&0+,1011+(.+)0901 #0+&. 10+AB?+&'-'4")"("0!+
T(+3"))+05-.301+21.$(K.2%&0+,1011+2, 1 (/01 +4*+#"9"$#+(/05+ withinEtheirESageEERPEsystem.EThisEwillEaddEextensiveE
unprecedentedEaccessEtoEkeyEERPEcapabilitiesEwhichEcanE &.))'4.1'("90+'$6+3.1<1.3+5'$'#050$(+&'-'4")"("0!+(.+(/0"1+
40+2,))*+60%$06+"$+&&.16'$&0+3"(/+4,I"$01+$006! 7+BO&OS(+  4'&<K.2%&0+0$9"1.$50$(7+d(/01+!-08"%&+0J'5-)0!+"$&),60L
developments, EsuchEasEtheEintroductionEofEaEnewEtradingEaccountE

entity, EunderpinEthisEstrategicEvisionEandEfacilitateEaccurate E W@'&<K.2%&0+,1011+&'$+!&/06,)0+'&("9"("01+#"$! (+4'&<K.2%&0+
1*$&/1.$"U'(".$+40(300$+6'('+-."$(1+'&1.I1+(/0+21.$(K.2%&0+'$6+ accountErecords,Ee.g.EremittanceEreminderEcalls.
4&<K.29%&0+039" 1. $50(17+ T$+(/0+$0'1+2,(,10:+(/0+9"1(,)+03("("+ W@'&<K. 2%&0+,1011+&'$+66+.1+5"$("$+$.(01:+.1+&'-(, 10+
capabllltAyElnESaAgeCRlAvIEvylllEmakeEJtEpOS;lbIeEthsur[acgEERP- L 81501+ (01 &(" $H11.&™(06+3" (44 &<K. 2%&0+0S("("01+
derivedEentitiesEsuchEasEshipmentEdate,EcreditElimit,EorEinvoicesE "N "o~ TV = T ’ ’
throughEtheECRMEinterfaceEinEaEhighIyEcustomizabIeEfashionEThislfUChEaSEmVO'Ces'

(L'S1)(01+"$(.+)"5"()OU+I0J"4")"(+'1., $6+(/0+RBS+"$2.15'(". $+ WAL IIK'-)"&'(".$+3.1<1.3+&'$+40+,106+(+2,))*+5'$ 406+
'$6+1019"&0!+(/'(+&'$+40+60)"90106;+"$K&.$(0J(;+(.+21.$(K.2%&0+  activitiesEsuchEasEcreditEcontrol.E

users.EAdditionally, EitEwillEbeEpossible, Eout-of-the-box,EtoEleverageE . o .
&.54"$06+21.$(K.2%80+$6+4'&<K.2680+6'(+"$+>#OAB?+3"("$+  01&S0S(+10) ("$#+(.+4'&<K.2%&0+03("("01+1 &/ +'1+'&&. (! +
dashboards,Ereports, EmailEmerges, EandEcustomerEsegmentationE creditEnotes, EorEinvoicesEcanEbeEheldEiNECRM.

'&("9"("0!7+A.55.$+3.1<1.3+.1&/01(1'(".$+'&1.11+(/0+21.$(K welf-ServiceEcapabilitiesEenableEcustomersEtoEsecurelyEaccessE
2280+'$6+4'&<K.2%8&0+0$9"1.$50$(!+3"))+-1.9"60+>"#0AB?+ _ account,Einvoice,Epayment,EorEdeliveryEdetailsEonline,EreducingE
usersEwithEzeroEprocessEdisconnect, EeliminatingEmanualEprocessE theEneedEforEthemEtoEcontactEtheEaccountsEdepartmentEwithE
bottlenecksEandEimprovingEtransactionEaccuracyEthroughout.E day-to-dayEinquiries.

Critically, EERPEbusinessElogicEisErespectedEatEallEtimes, EfacilitatingE
decentralizedEempowermentEwhileEensuringEcentralizedEcontrolE
andEgovernanceEatEtheEsameEtime.EFinally,ESageCRMEintegrationE
capabilitiesEwillEcontinueEtoEbeEmadeEavailableEtoEcustomersE
out-of-the-boxEwithoutEtheEneedEforEexpensiveEmiddlewareEorE
integrationEservices.

11



3. The Cross-Application Portal

SageCRM 2010 Product Visiokwhite Paper

BuildingEonEtheEproductOsEalreadyEextensiveEWeb-basedEcustomerEself-serviceEcapabilities, EaEcross-applicationEportalEwillEbe E
incorporatedEintoESageCRM.ETheESageCRMEcross-applicationEportalEwillEprovideEaEhighlyEcustomizedEandEpersonalizedEuserE
experienceEwhichEwillEallowEindividualsEtoEquicklyEsurfaceEandEaggregateEallEofEtheEkeyEinformationEandEfunctionalityEthatEtheyEneec
6.+(/0"1+Y 4+ $++6" )+ 4TI T+ S+ (/0+600-+"$(O#L'(". $+40(300$+> HOAB 2+ $6+(/0+>#0+4'&<K.2968&0+0$9" 1. $50$(;-+(/0+-.1()+3"))+)).3+
JOLIH(+41"$H+( HO(JOL+AB?+$6+RBS+8/-4")"("0H3"(/"$++1"$#)0: +"$(,"("90;+€04KA4'106+"$(012' &0 7+>"#$" %8 'S()*-+(/0+& LK ) & (".$+
&'-4")"("O+.2+(/0+>'HOAB?+-.1()+3"))+50'$+(/'(+10-. 1(1+'$6+6'1/4. 161+ &'S+A0+&.$%#, 106-+(.+60)"901+(").106; +-012.15'$&0+'$)*I"1+
'&1.11++3"60+1'$#0+.2+_ST!+10#'16)0!1+.2+3/0(/01+(/0"1+,$601)*"$#+6'(+10I"601+"$+(/0+21.$(K.2%6&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,ESageCRMEisEaEpowerful,Emulti-award-winning, EfullE H/O+-1.6,&(+"1+0'1*+2.1+,1011+(.+10(+,-+'$6+&.$%#, 10+3" (/+(/0+
suiteECRMEsolutionEwhichEprovidesEextensiveEout-of-the-boxE  abilityEtoEpersonalizeEtheirEexperienceEthroughEwizardsEandE
capabilitiesEacross:E(1)EcontactEmanagement,E(2)EsalesEforceE  codelessEcustomization.EAsEaEfullyEWeb-architectedEsolution,E
automationEandEmanagement,E(3)EmarketingEandEcampaignE ~ usersEaccessEitEthroughEtheirEbrowserEinEtheirEfamiliarEandEeasy-
5'$'#050$(;+'$6+\c +&,1(.501+1019"&0+,(.5'(".$7+80!"#$06+ to-navigateEWebEinterface.ESageCRMEalsoEintegratesEseamlesslyE
toEdriveEuserEadoption,ESageCRMEprovidesEon-screenEcoachingE3"(/+.2%&80+-1.6,&("9"(*+'--)"&'(".$!+!,&/+'1+2"&1.1.2(+d,()..<;+
throughoutEandEaEfullEsuiteEofEtrainingEtoolsEtoEassistEfrequentEsvatel, EandEExcel. ESage CRMEcoreEcurrentEfunctionalEcapabilitiesE
occasionalEusersEalike. areEsummarizedEbelow.

Marketing Customer Service Cross Functional

WA $('&E WHA'E-"#$+5'$#050%$( W+, I(.501E W+e.1<1.3
management self-service
WieadEmanagement W+48'1/4.'16!gB0-.1("$#
WAgcount Waeident
management W+148.&,50$(+5'$#050%( managementE Wtlti-lingual/
andEescalation Multi-currency
Whstivity WMailEmerge
management WeallEmanagement
WWwWeb-to-lead
WaalendarEmanagement WaaseEmanagementEand(=
WatitboundEcallE tracking
Whipeline management
management W&FIEIntegration
Whemplate-based
W@pportunityE mail/e-mail
management
WherrritoryEmanagement
WatderEmanagement

WhetlamEcollaboration

13
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Core CRM capabilities in the future

WhileEweEbelieveEthatE SageCRMEprovidesEaEhighlyEcompellingEcombinationEofEprice, Eperformance, EandEfunctionalityEforEtheESMBEm
today,EweEwillEcontinueEtoEbroadenEandEdeepenEtheEproductOsEcoreEcapabilitiesEonEanEon-goingEbasis.EUnlikeEotherEsolutionsEinEth
5'1<0(-)'&0:+>#0+40)"090!+(/'(+>?@!+1/.,)6+$.(+40+10G,"106+(.+& 11*+.,(+0J(0$!"90+8.$%#, 1'(".$+$6+&,1(.5"U'(".$+( +'&/"090+&.10+

&4 ("01+'L.,$6+(/0"1+-1"5'1*+21.$(K.2%80+&("9" ("0 7+P, (,10+-1.6,&(+0$/'$&0O50$(1+3"))+)0901 H0+> #0+AB?+>.), (. $+(08/$.) #*+
strategyEandEaErangeEofEcommonEcomponentsEthatEwillEspanEourEentireEfamilyEofECRMEproducts.EAEselectionEofESageCRMEcoreEc
functionalEcapabilitiesEareEsummarizedEbelow.

SEES Marketing Customer Service Cross Functional
W+B>>+2006! W++69'$&06+0K5™)+ W+R$/'$&0B W+R$/'$&06+5.4")0+
marketing knowledgeEbase deployment
WSocialEnetworking
WEnhancedEresponseE WEEnhancedEreportingEandE
WRelationship management businessEintelligence
mapping
W+48*$'5"&+.$)"$0+!,190*!+ WErhancedEWeb-basedE
WErhancedEOutlookE self-service
integration

14
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Extending SageCRM Web capabilities H/0+(0&/$.) #+!(1'(0#*+&10'(0!+!"#$"%&'$(+9'),0+2.1+.,1+

Web capabilities today customers,Eincluding:

Today,ESageCRMEisEprovidedEon-premiseEorEon-demand.E MPY0J"4")"(*L+. 1#'$"U'(". S+ &'$+40$0%(+21.5+(/0+&.55.$+
BecauseEbothEmodelsEareEbasedEonEtheEsameEcodebase, E componentsEapproachEtoEdevelopment,EenablingEthemEtoE
customersEhaveEcompleteEchoiceEwithoutEhavingEtoEcompromiseE  combineEnewEsoftwareEmodulesEeasilyEasEtheirEbusinessE
onEfunctionalityEorEease-of-deploymentEandEmaintenance.E requirementsEchangeEoverEtime.

Additionally,EbecauseEtheEproductEisEentirelyEWeb-architectedE
andEhasEfullyEpublishedEWeb-servicesEAPIs,EcustomersEcanE
integrateErapidlyEandEcost-effectivelyEwithEon-demandEservicesE
asEwellEasEvarietyEofEWebE2.0-basedEinnovationsEsuchEasEonline
communities,Eblogs,EandEwikis.EThisEprovidesEforEsubstantialE
extensibilityEoverEtheElifetimeEofEtheEsolution.

Whitegration:EorganizationsEcanEmanageEend-to-endE
businessEprocessesEseamlesslyEwithEbest-in-class,E

E !('$6'16!K4'!0§;+"A$(O#1A'(".$i+(.+>'#0+4'&<}§.2%8i0+ -
applications,EasEwellEasEinteroperationEwithEothageE
21.$(K.2%8&0+1.),(".$!+!,&/+1+:AHO 7+

wsoftwareEasEaE ServiceE(SaaS):EorganizationsEcanEchooseEtoE

Web capabilities in the future accessEtheirEapplicationsEon-premiseEorEon-demand.
OneEofEtheEmajorEinnovationsEplannedEforEtheESageCRMESaaSE wnternetEServices:EorganizationsEcanEextendEtheirESageCRME
platformEisEtheEabilityEtoEintegrateEtheESageCRMEon-demandE installationEeasilyEbyEattachingEaEportfolioEofEvalue-added,E
solutionEwithESageEERPEproducts.EThis,Eagain,EwillEexpandEuponE  on-demandEservices.

L1491 $+(+5'<0+21.$(K(.KA'&<K.2%&0+"$(0#1'(".$+'9™)'4)0+ £
toESMBsEonEaElowEcost,ElowEcomplexityEbasis.EOurEcustomers,E waecessEAwareness:EorganizationsEcanEchooseEtoEasEes
(/0102.10;+3"))+40$0%(+21.5+(/0+,$-10&060$(06-+&/."&0+1+(.+ SageCRM,EwhetherEconnectedEorEdisconnected,EfromEaE
howEtheyEwishEtoEutilizeEtheirEbusinessEapplicationsEwithoutE rangeEofEdevicesEsuchEasErichEclients, EWebEtespiiaatl E
anyEcompromiseEwithEregardEtoEfunctionalityEorEintegration.E 15'1(+-/.$0!;+&.$%60$(+(/'(+(/0+40!(+,101+0J-01"0$& O+"1+
Additionally, EweEwillEbeginEtoEbuild-outEsubstantialEcapabilitiesE alwaysEavailable.
aroundEWebE2.0EandEcontext-awareEservicesEtoEdeliverEmoreE

capabilitiesEout-of-the-boxEforEourEcustomers.ERSS-enabledE Common Components

consumptionEofEcontent, EforEexample, EcouldEbeEusedEtoE
propagateEtradingEupdatesEagainstEaEparticularEcompanyErecord
withinESageCRM.

gTheESageCRMEproductEvisionEisEsupportedEbyEaEpracticalE
programEforEadoptionEofEcommonEcomponentsEandEframeworksE
acrossEtheEproductElines.EWhileEinitiallyEfocusedEonEnewEfeatureE
development,EwhereEtheEbiggestEROIEisElikelyEtoEbeEobtained,EtheE
programEwillEeventuallyEencompassEstrategicEareas, EwhichEwouldE
AEcomprehensiveEtechnologyEstrategyEunderpinsEtheESageCRME 40$0%(+21.5+'+&.55.$+'--1'&/+'&LIK'--)"& (" $I7+H/0+)"I (+ A
ProductEVision,EprovidingEaEroadmapEandEarchitectureEforEtheE  ofEcommonEcomponentsEwillEevolveEandEchangeEasEnewEfeaturesk
developmentEofEcompellingEWebE2.0Eservices,EasEwellEasEtheE arekintroduced,Ehowever,EtheseEwillElikelyEencompass:E

seamlessEcAonsu_mptchJnngESgge-prowdedEandEpartner—prowdedE sEommonEuserEexperienceEwithEaEsetEofEcomponents, &
on-demandEservicesEbyEtheEproduct. L L e A A U aianhasasanns

lookEandEfeel.E

A Comprehensive Technology Strategy

weommonEapproachEtoEbusinessEintelligence, EsupportingEtheE
connected,Eintegrated, EandEstandaloneEmarketsEforECRM.E

MFL06+6'(+&&ON+)*01+&.5-.$0$(1;+)).3"$#+/"#/K%60)"(*+
accessEtoEsupportedEdatabasesEwithoutEnecessitatingEtheE
traditionalEoverheadEofEmultipleEdatabaseEsupport.
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limitedEtoEactualEcomponentsEforEdesignEandErulesEexecution,E
thisEwillEalsoEencompassEaEcommonEapproachEacross-
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Interoperability
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Connected Front/
Back Of®ce
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Services-Based integra -
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Services-Based Integration
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Web-servicesEbasedEintegrationEwithEotherEapplicaisE
throughEaEcommonECRMEintegrationEcontractEknowrtfakE
IntegrationEFramework.EToEdate,EtheEIntegration&eraorkE
hasEbeenEusedEtoEdeliverEintegrationsEwithESagdhiE&RIctsE
suchEas:EAccpacEERPEandESageEMASEQ0/200.

Services-basedEintegrationEisEaEkeyEstrandEofEtheECRME2010E
technologyEstrategy,EandEanEapproachEthatEwillEbeEappliedE

toEotherESageECRMESolutionsEinEtheEnearEfuture. EAEparticularE

advantageEofEthisEapproachEisEthatEitEisEindependentEofEanyE
particularEimplementation.EAnyEserviceEproviderEorEserviceE
consumer,Etherefore, EcanEimplementEtheEcontract. EThisEleadsE
(+103"4)0;+)"#I(30"#/(;+)..10)*K&.,-)06+"$(0#1'(".$17+R &+
applicationEcanEchooseEtoEpublishEinformation,EasEwellEasE
consumeEinformation.EThisEsameEsystemEisEthenEusedEtoE
generateEfeedsEofEinformationEfromEtheECRMEapplicationEsoE
thatEcustomersEcanEviewEinformationEthroughEaEstandardEWebE
browserEorEfeedEreader.

TheEsystemEcanEbeEusedEforEsimpleEthird-party&atimplie
integration, EorEbuildingEcompositeEapplicationsE silitasEsimpleE
salesEordering, EstockEcontrol, EandEcreditEmanagenterhird-party E
developersEcouldEmakeEfullEuseEofEthisEsystendttfiine Ewrite E
informationEinESageCRM.EFinally,ESageECRMESolufiprigressE
towardsEtheEadoptionEofEnewEWeb-Oriented EArchiteeffifWOA)

standardsEsuchEasEReallyESimpleESyndicationE(RSS),EAtomE(aE
simpleEwayEtoEreadEandEwriteEinformationEonEtheEWeb),EandE
RepresentationalEStateETransferE(REST)EtoEensureEthatEtheE
integrationEcapabilityEofEtheEproductsEevolveEtoEprovideEservices-
4106+"$(0#1'(".$+21.5+))+-1.6,&(+)"$0! 7+H/0+40$0%(+.2+1019"&0IK
basedEintegrationEisEhavingEaEsingleEAPIEthatEcouldEbeEusedE
toEquery,Eupdate, EandEindexEstructuredEdataEinESageCRMEandE
integrateEtheseEwithEsuchEdataEinEotherEthird-partyEapplicationsE
andEonEtheEWeb.

SaaS Business Platform

TheE2010EtechnologyEstrategyEincludesEfurtherEeckarentsE
toEtheESageCRM.comESaaSEbusinessEplatform.ETheseE
enhancementsEwillEsupportEtheEroll-outEofEfurthasSE
applications,EandEcomplementary,Econtext-awareEséces.E
InEparticular,EtheyEwillEfacilitate:E(1)Eeasy, fsifign-demandE
deploymentEandEprovisioning,E(2)EsingleEsign-onEandE
authenticationEservices,EandE(3)EintelligentEmeigthatE
'€&.55.6'(01+10J"4)0+)"&OS!"$#+'$6-+4"))"$HT+:66"(". $'))*+
theESaaSEbusinessEplatformEwillEprovideEbetterEsufp
forEmulti-tenancyErequirements.EWeEbelieveEthatfpsuf
forEaEone-too-manyErelationshipEbetweenEtheEapplarsE
andEtheEcustomizedEuserEdatabasesEprovidesEthe Egsda
101+10J"4")" (% +3/")0+5"$("'$"$#+.-01'(". $') +02%&0$&"0! +"$+
deploymentEandEupgrades.
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Context Aware Services Conclusion

SageCRMEwillEleverageEcontextEawareEapplicationsEandEservicesEaEchallenging, Ecomplex,EandEever-changingEbusinessE
extensively.EContextEawareEservicesEtakeEinformationEfromEanE  environment,EtheESageCRMEProductEVisionEsetsEforthEanE
external,EWeb-basedEsourceEtoEaddEvalueEtoEtheEcoreEinformationfiovative, Epractical, EandEwell-thought-outEpropositionEforESMBs. E
&.$("$06+"$+>HOAB?7+H/0+10!,)("$#+&.$(0J(K!-0&8"%&+6'('+ InEparticular,EitEdeliversEaEcomprehensiveEsetEofEintegration-
combinationEcanEthenEbeEdeliveredEtoEusersEthroughEtheE 601"906+40$0%(1+40*.$6+3/'(+/'1+400$+(1'6"(".$"))*+'11.&" (06+
SageCRMEportalEasEwidgets.EWidgetsEcould,EforEexample,EbeE withECRMEsolutions,EandEfarEbeyondEwhatEhasEbeenEavailableEtoE
usedEtoEleverageELinkedinEdataEinErelationEtoEaE contactEstoredESMBEorganizationsEoff-the-shelfEtoEdate. EOverEtheElifetimeEofEtheirE
"$+>'#0AB?;+.1+(.+)0901'#0+=S>+6'('+10)09'$(+(.+'+&,!(.501b!+ solution, Etherefore,EcompaniesEusingESageCRMEcanEexpectEtoE
29680+).&'(".$7+2.9"$#+2.13'16:+(/010+3"))+40+5.10+& $901#06+ )00 HO+!"H#$"%& S(+40$0%(1+(/L. #/IL+60810'106+'65"$" (1'("90+
40$0%(+21.5+(/0+,10+.2+03$/'$&06+609"&0+&'-'4")"("01;+&.$(0J(+  cost,EincreasedEcustomerEsatisfaction,EandEgreaterErevenueE
awareEservices,EandESageCRM. opportunities; EallEofEwhichEtranslateEintoEsustainableEcompetitive E
advantageEoverEtime.EAdditionally,EwithEadvancesEinEsolutionE
AEkeyEobjectiveEofEtheESageCRMEproductEvisionEisEtoEsupportEinteroperability, EanEextensiveEdeliveryEtrajectoryEaroundEtheE
theEanywhereEworkforceEexperience.ECustomersEexpectE anywhereEworkforceEexperience, EandEtheEtransformationalECRME
continualEaccessEtoEtheirECRMEinformation,EregardlessEofEdeviceZD10EtechnologyEplatform,EcompaniesEcanEensureEthatEtheirEusersE
connectivity,EorEtypeEofEinformationEtheyEseek.ESageCRM,E haveEaccessEtoEtheEapplicationEthatEisEmostEappropriateEforEtheirE
therefore,EneedsEtoEbeEawareEofEtheEnetworkEconnectivityEandE requirements,EandEthatEtheyEcanEbeEproductiveEinEmoreEplaces, E
capabilitiesEinEorderEtoEprovideEtheEoptimumEuserEexperience.E moreEofEtheEtime.ElnEconclusion,EtheESageCRMEProductEVision,E
Moreover,EcustomizationsEshouldEalsoEbeEavailableEacrossEallE  therefore,ErepresentsEaEhighlyEcompellingEandEsecureEpropositionE
supportedEaccessEscenariosEinEorderEtoEprovideEaErich, EconsistefiatfE ourEcustomerOsEITEinvestmentEtoday, EandEwellEintoEtheEfuture.
userEexperience.ESageCRMEalsoEneedsEtoEbeEuserEaware, EtakingE
intoEaccountEtheEuserErole,Esecurity,EandEpreferences,EasEwellEasE
directEandEindirectEcontextEofEtheErequest. EWhileEmanyEofEtheseE
capabilitiesEareEavailableEtodayEinESageCRM,EweEexpectEtoEbuild-E
outEtheElevelEandEextentEofEtheEanywhereEworkforceEexperienceE
onEanEon-goingEbasis.EInEparticular,EourEcontinuedEinvestmentEinE
theESageCRMEproductEplatformEwillEdeliverEevenEfurtherEbrowserE
andEmobileEdeviceEsupportEforEourEusers.
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About SageCRM
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BUSINESS MANAGEMENT
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